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A few years back, we launched a nationwide study of over 30,000 adults, employed 
full- or part-time, to better understand employee engagement. We gave participants 
a list of statements to explore what factors played the most significant role in their 
engagement at work. The study’s results added depth to our previous work that 
showed engaged employees are more willing to adapt to change.  
 

What we were surprised to learn was: 

 
Only  

30% 
of employees agreed 

that “our companies 

leaders inspire  

me to follow them.” 

 

 
A mere 

34% 
said  

“my direct  

supervisor  

inspires me.” 

 
Just 

37% 
believed 

“this job aligns with 

my career goals” 

 
Similarly, only  

37% 
agreed with “my direct supervisor 

helps me develop my skills” 

 

 
Finally, only  
38% 

felt that “I have complete ownership  

of the issues I deal with” 
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When we looked deeper, we found none of these factors had a clear correlation to 
employee engagement. In fact, employees perceived each of the needs expressed in 
the statements above as a basic requirement — that their employers failed to 
deliver. What we discovered is the following three statements demonstrated the 

strongest correlation to engagement: 

 

 

We refer to these three statements as the Impact Index 

because they focus on the employee as an active 

participant and the power that employees do have. 

 
This is important because when people are inspired to act, understand the needs 
they are addressing for their customers, and have their role in making an impact 
clearly communicated, they are ready to make a difference. The participants in our 
study felt most engaged when they were doing something meaningful with a clear 
impact on a real human being. 

So how can you, as a CX leader, cultivate change resilience with active engagement? 
The answer is to give employees tools to make a real impact on people’s lives – their 
customers, colleagues, and communities. And as our research proved, people 
demonstrate the highest engagement not when their personal needs are met but 
when they feel empowered to help others. 

CX programs are transformational; they require change which is a personal choice 
for every employee. To successfully execute, your program needs to understand the 
employee mindset and the behaviors they need to exhibit to deliver your future 

“Our leaders 

inspire me to 

follow them.” 

“I understand our 

customers’ needs 

and expectations.” 

“Our company’s 

leaders effectively 

communicate  

with me.” 



state experience. This means your efforts must focus on making the 
desired customer experience personal for each employee.  

A top-down and bottom-up approach using 
co-creation as a platform gives employees 
personal ownership of the strategy. Co-
creation innovation with a representative 
group of stakeholders is the most effective 
way to design future brand experiences and 
define the CX experience vision, values, and 
promise — creating the story that will drive 
organizational change. 

When you engage employees in co-creation, they are inspired and 
empowered because they are part of the problem-solving process. As a 
result, they will be more inclined to take ownership and embrace the 
new strategy they helped to co-create. Active engagement from 
employees also gives CX leaders clarity on priority areas, cultivates 
change resilience, and facilitates stakeholder buy-in across the 
organization.  

At ImprintCX, we believe that understanding relationships is the key to 
CX transformation success: the bonds between your brand, your 
employees, and your customers, and the interplay between your 
business and your employees. Let’s talk about how we can help you 
solve your challenges in innovative, effective, and exciting ways.   

 

 

 
 

 

ImprintCX is a modern marketing and customer experience services company that seamlessly combines insights, 

consulting, and activation into one integrated offering. The company is powered by sophisticated analytics, deep human 

understanding and design thinking to help organizations develop and deploy retention and lifetime value strategies for 

their high impact customers. Collectively, the ImprintCX team has developed and lead hundreds of customer experience 

transformations for Fortune 500 companies such as Mercedes Benz, Honeywell, Pizza Hut and Walmart.com. 

 
Co-founder and President of Imprint CX, a modern marketing and customer 
experience services company. Ed has achieved a very successful career by building 
relationships and providing innovative solutions to meet clients’ needs. With over 
thirty years as a global researcher, management consultant, and business leader, Ed 
brings his experience, expertise, and passion to every consulting. assignment. To 
learn more about ImprintCX contact Ed at Ed@imprintcx.com 
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