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Index

A
Absenteeism, employee Engagement
and, 153
Absorbed employees, 156
Accidents, employee Engagement
and, 153
Accountability, 77-78
Acculturation, 192-198
ACE’s role in, 192-196
and leader-member exchange, 197
supervisor/coach roles in, 197-198
ACE, see Alignment, Capabilities,
and Engagement
ACE tree diagrams, 74
Actions:
for Alignment evaluation/
improvement, 124-125
to boost People Equity, 79-83
for Capabilities evaluation/
improvement, 146-147
for Engagement evaluation/
improvement, 169-170
for onboarding effectiveness,
200-203
reflecting intentions in, 25-26
for resource allocation
improvement, 94-95

for retention evaluation/
improvement, 234-235
for talent development, 215-216
for talent management
improvement, 187-188
Adaptation to changes/competition,
46
Advocacy, as Engagement
component, 155-158, 161,
163-165
Agility of organizations, 46
Abhlrichs, Karl, 181-182
Airline industry:
alignment drivers in, 119-123
logistics roles in, 173
Alignment, 22, 105-125
in ACE model, 28
across levels of the organization,
26
in airline industry, 119-123
business impact of misalignment,
37
capturing, 79-
decrease in unproductive time
with, 11
drivers of, 44, 111-119
to execute strategy, 13-14
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Alignment (Continued)

as factor in surveys, 69

failure of, 105-106

horizontal, 28

importance of, 107-108

of intentions and actions, 25-26

key elements of, 108-109

leaders’ competencies for,
208-210

in leader transitions, 212-214

and long-term Engagement, 167

at McDonald’s, 106

of new employees, 194-195

in organizational profiles, 74-77

and People Equity profiles, 100,
101

as retention/turnover driver, 228

selection process assessment of,
182-183

in strategic value map, 88

as success factor, 26

supervisors’ effect on, 51

survey of, 110-111

values, 28

variance in, 79

vertical, 28

Alignment, Capabilities, and

Engagement (ACE), 21-22,
27-31. See also People Equity

in acculturation of new employees,
192-196

Alignment in, 28. See also
Alignment

Capabilities in, 29-30. See also
Capabilities

content in, 54-55

and differences in strategy, 48-50

drivers of, 45-50

Engagement in, 30. See also
Engagement

as key success factors, 26

low, business impact of, 36-37

and People Equity profiles, 37-39

INDEX

in selection process, 183

tree diagrams for, 74
Allen, Woody, 151
Amazon:

competitive impact of, 15

as innovation leader, 47
Apple:

brand value of, 35

as innovation leader, 47
Asia, as source of labor, 15-16
Askin, Davina, 219
AT&T, 185
Authority, 200

B
Balance, 93-94
Balanced scorecard, 113
Beatty, Dick, 173
Behavior:
lack of universals in, 43
motivational energy fueling, 158
during onboarding period, 197
rewarding, 117-118, 122-123
Benefit score (for Market Perceived
Value), 65
Bethune, Gordon, 122
Beyond Budgeting approach, 115,
116
Blockbuster, 15
Boutique importers, as leaders in
Innovation, 47
Brandes, Joanne, 158
Brand identity:
and Capabilities, 144
as strategic element, 47
Branding:
and Alignment of new employees,
194
for attracting talent, 179
Brand value, 34-35
Buckingham, Marcus, 143
Burger King, 224
Business outcomes:
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effect of work climate on, 34
impact of retention on, 224
linked to Engagement, 30,
152-153
Business processes, as strategic
element, 47
Business strategy, 54

C
Cantalupo, James R., 106
Capabilities, 22, 129-147. See also
Talent development
in ACE model, 29-30
assessing, 130-131
capturing, 80
drivers of, 44
drivers of low scores for, 131-133
and inadequate innovation, 140
and inadequately defined customer
value, 133-138
and inadequate/poorly allocated
resources, 142
and insufficient information,
140-142
and insufficient talent, 139-140
as key success factor, 26
leaders’ competencies for, 208
210
in leader transitions, 212-214
and long-term Engagement,
167
low, business impact of, 37,
129-130
low, root causes of, 132-133
of new employees, 195-196
and People Equity profiles,
100-102
as retention/turnover driver,
229-230
selection process assessment of,
183
and silo suboptimization, 142-143
in strategic value map, 88
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and structure of the organization,
47
supervisors’ effect on, 51
surveys of, 68
and talent match, 134, 139
and weak supervision/coaching,
143
and weak teamwork, 142
Cappelli, Peter, 211
Cascading goals, 114-115,
121-122
Cascio, Wayne, 19
Caterpillar, 152-153
Cetti, Carlo, 59
Change:
low readiness for, 20
updating goals to reflect, 115
Cheerleader profile, ACE elements
in, 38
Chenault, Kenneth, 25
Chevron, 16
China, as source of labor, 15-16
Circuit City, 133
Clark, Dick, 17
Coaches:
onboarding role of, 197-198
supervisors as, 52
Coaching, Capabilities and, 143
Collaboration, 117
Commitment:
employee, 30
as Engagement component,
155-158, 161-163
job, 30
values and, 156, 163
Communications:
and Engagement, 165-166
by leaders, 53
of strategy and goals, 114-115
Compagq, 104
Compensation:
based on enterprise success, 118
as Satisfier, 162
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Competencies, defined by
strategy, 54
Competitive advantage:
defined by strategy, 54
as strategic element, 47
Continental Airlines, 119, 121-122
Controllability, 44
Cost:
in Market Perceived Value,
65
of turnover, 232
and weak teamwork, 142
Costco, as operational excellence
leader, 47
Creativity, 46
Crosby, Don, 205
Crouse, William, 133, 221
Culture, see National culture;
Organizational culture
Customers:
internal and external, 133
misalignment with, 228
as talent source, 180
Customer alignment, 108, 109
Customer equity, 21
Customer expectations:
and retention, 224
in value proposition, 134
and weak teamwork, 142
Customer focus, defined by
strategy, 54
Customer Intimacy:
leaders in, 47
strategies for, 48-50
Customer loyalty, Capabilities as
predictor of, 129
Customer outcomes, Capabilities
and, 37, 129
Customer satisfaction, employee
satisfaction and, 30
Customer service:
internal, 32-33, 117
quality of experience for, 11, 29

INDEX

Customer value:
and Capabilities, 29, 129
elements of, 134
inadequately defined, 133-138
and People Equity scores, 34-36
Customer value mapping, 134-138

D
Demographic trends, for workforce,
17
Development plans, for employees,
163-164
Dignity, being treated with, 162
Discretionary effort, Engagement
and, 37, 155, 161
Distribution of talent, uneven, 16-17
Diversity:
as critical Capabilities issue, 140
of workforces and places, 17
Dooney, John, 181
Drivers of Alignment, 111-119
acceptance of strategy and goals
among implementers, 115-116
communication of strategy and
goals, 114-115
culture alignment, 118-119
feedback on goal attainment,
116-117
individual goals and roles, 115
internal customer service and
collaboration, 117
organizational and unit measures,
113-114
rewards of aligned behaviors,
117-118
vision and strategy, 112-113
Drivers of Capabilities, 44
Drivers of Engagement, 44, 157,
161-165
Advocacy and extra effort, 161,
163-165
Commitment, 161-163
Satisfiers, 161, 162
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Drivers of People Equity, 44, 55
defined, 44
for different individuals, 43
Human Resources systems, 45
innovation, 46
predictability of, 56
processes and technology, 45-46
strategy, 47-50
structure, 4647
supervisors’ deployment of, 52
Drivers of retention and turnover,
226-232
Alignment drivers, 228
Capabilities drivers, 229-230
tools for identifying, 230-232

E
EBay, 65
Economic expansions, trends
during, 12
Economy, retention and, 221-222
Education, for future jobs, 18
Effectiveness of talent acquisition,
measuring, 185
Efficiency, in hiring process, 184
Elkeles, Tamar, 164
Employee commitment, 30
Employee referral programs, 180
Employee satisfaction, 30, 157
Employment applications, 181, 182
Empowerment, 200
Enablers of People Equity, 44, 50-56
defined, 44
leadership team, 53-54
predictability of, 56
strategy and direction, 54
supervisors, 51-52
values and operating style, 54
Energy industries, talent needed
for, 16
Engagement, 22, 151-170
in ACE model, 30
acid test of, 30

263

capturing, 80
defining, 153-158
determining level of, 158-160
drivers of, 44, 157, 161-165
importance of, 152-153
as key success factor, 26
leaders’ competencies for, 208-210
low, business impact of, 37, 153
of new employees, 193-194
and People Equity profiles, 101,
102, 166-168
reported levels of, 151, 152
as retention/turnover driver,
227-228
role of communications in,
165-166
selection process assessment of,
183
in strategic value map, 88
supervisors’ effect on, 51
without Alignment and
Capabilities, 39
Enron, 209
Enthusiastic employees, 156
Ethics Alignment, 209
Exit interviews, 67, 233
External customers, understanding
of, 133

F
Fair treatment, 162
Feedback:
on goal attainment, 116-117
on leaders’ competencies, 209-211
Financial equity, 21
Financial performance:
and Alignment, 37, 107
and employee Engagement, 152
and human capital management,
10-11
and Market Perceived Value, 65
and People Equity scores, 31,
33-34
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Flat organizations, 46-47
Fraser, Robin, 115
Fulfillment, ACE factors and, 30

G
Gale, Brad, 65
General Electric (GE), 123
General Motors (GM), 15
Generational differences:
in communications styles/media,
166
in workforce, 17
Generation X-ers, 17, 166
Generation Y-ers, see Millennials
Givray, Henry, 107, 118, 149
Global competition, 15
GM (General Motors), 15
Goals:
Alignment for attainment of,
37
cascading, 114-115, 121-122
communication of, 114-115
feedback on attainment of,
116-117
hierarchy of, 114
implementers’ acceptance of,
115-116
individual, 115
linking measures to, 113
supervisors’ alignment of, 51
translating strategy into, 120-121
vertical alignment of, 108, 109
Good-fit employment candidates,
182
Google, competitive impact of, 15
Graen, George, 197
Grant, Sumner, 189
Green technology, 16
Greitens, Eric, 182-183
Growth, employee:
as Advocacy driver, 163-164
and retention, 230
Guttenplan, Ed, 180, 211

INDEX

H
Hawaii, labor supply in, 16
Hewlett-Packard (HP), 104
Hierarchical organizations,
46, 47
High performers, loss of, 36
Hoffman, Robert, 17
Holley, Jean, 180
Hom, Peter, 226
Home Depot, 233
Hope, Jeremy, 115
Horizontal alignment, 28, 108, 109,
117
Houston, Texas, labor supply in,
16
HP (Hewlett-Packard), 104
HR Certification Institute, 139
Human capital, 21, 22. See also
People Equity
and organizational performance,
141
paucity of measures for, 19-20
trade-offs with, 93
Human capital management. See a/so
Talent management
and financial performance, 10-11
new technologies for, 18
and quality to customers, 11
and retention, 11
Human resources databases, 18
Human Resources systems:
drivers in, 89
as drivers of People Equity, 45

I

IBM, 18

Incentives, 118

India, as source of labor, 15, 16

Indifferent profile, ACE elements
in, 38

Individual-organization
relationship, 3, 4

Informal bonds, as motivators, 51
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of, 91, 92
Innovation:
as driver of People Equity, 46
inadequate, 140
leaders in, 47
and retention, 229
strategies for, 48-50
Insufficient information, 140-142
Insufficient talent, 139-140
Intangibles, measuring, 65
Intentions:
matching actions with, 25-26
and turnover, 231, 232
Interesting work, Engagement and,
162-163
Internal customers, understanding
of, 133
Internal customer service:
as driver of Alignment, 117
and People Equity scores, 32-33
Internal job candidates:
finding, 180-182
onboarding of, 198-199
Internal talent, 180
Internet technologies, 18
Intranet technologies, 18
Intuit, 153
Investments, based on People Equity
profiles, 74
Involvement, for Engagement, 164

J
Jack in the Box, 30, 107, 232

James, Alison, 164
JetBlue, 196

Job commitment, 30
Job satisfaction, 30
Johnson, Sam, 97
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Information: K
for high Capabilities, 29, 140-142  Kmart, 15
for new employees, 200
and retention, 229 L
Initiatives, identifying importance Labor:

supply and demand for, 15-16
and uneven distribution of talent,
16-17
Large corporations, success factors
for, 12-14
Latham, Gary, 115
Lawler, Ed, 25, 127, 141
Leader-member exchange (LMX),
197
Leadership:
competencies for, 208-209
inspiring, 163
involvement related to, 164
transition in, 212-214
Leadership development:
based on People Equity profiles,
73-74
improving capabilities for, 207-
211
Leadership succession, gaps in, 19
Leadership team:
as Enabler of People Equity, 53-54
work of supervisor vs., 52
Learning opportunities, retention
and, 230
Lexus:
as customer intimacy leader,
47, 48
senior leadership teams for, 53
Liddy, Ed, 116
Liden, Robert, 200-201
LMX (leader-member exchange),
197
Local merchants, as leaders in
Customer Intimacy, 47
Locke, Ed, 115
Low-value activities, time wasted
in, 11
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M
McDonald’s:
brand value of, 35
as operational excellence leader, 47
as tightly aligned organization,
106
Management:
of human capital, see Human
capital management; People
Equity; Talent management
measurement in, 238
and retention, 223, 229
trends in, 17
Managers:
developing capabilities of, 207-211
and employee surveys, 68
as Enablers of People Equity,
51-52
leadership team’s effect on, 53
Managing People Equity, 43-56
and drivers of ACE, 45-50
dynamics of, 43
Enablers in, 50-56
predictability of Drivers and
Enablers, 56
Manufacturing, talent supply for, 16—
17
Marcus, Jeff, 222
Market, misalignment with, 228
Market blind spots, 225
Market Perceived Value (MPV),
21, 65-66
Market share, 65
Market trends, 11-12
Market value, 65
Measures:
of ACE drivers, 80
of intangibles, 65
of People Equity Drivers and
Enablers, 56
of strategy and vision
implementation, 113-114
for talent management, 238

INDEX

Measuring People Equity, 65-83,
237
abbreviated questionnaire for,
69-71
interrelated business constructs in,
81
organizational or unit profiles for,
71
paucity of measures for, 19-21
surveys for, 66-69
value of, 66
variance in, 77-79
Meisinger, Susan, 7
Meneke, Leif, 18, 171
Metrics, 80
Michels, Doug, 85
Millennials (Generation Y-ers), 17,
166
Misalignment, 105, 106
Mission:
alignment with, 183
and commitment, 156, 163
Miyamoto, Lance, 177
Molson Brewing Company, 153
Motivators, 154
for effective work behaviors, 158
recognition, 164
supervisors’ use of, 51
MPV, see Market Perceived Value

N

Narrative employment applications,
181, 182

National culture, and differences in
communications, 165

Needs, customer, 134

Netflix, 15

Networking, theory, mapping, and
applications of, 18

Niche talent shortages, 16

Nissan, 196

Nordstrom’s:

as customer intimacy leader, 47
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customer service at, 79, 115, 116
employees epitomizing brand of,
34-35
No-value activities, time wasted in, 11

(0)
Onboarding, 191-203
importance of, 192
for internal hires—transfers,
198-199
and interventions at the right time,
199-201
role of ACE in, 192-196
role of supervisor or coach in,
197-198
socialization factors in, 197
Online selection assessments, 182
Operating style, as Enabler of People
Equity, 54
Operational Excellence:
leaders in, 47
strategies for, 48-50
Optimizing talent:
leader competencies related to,
208-209
People Equity framework for,
99-102
Oracle, 18
Organizational culture:
for Alignment, 118-119
alignment with, 183, 184
and communications effectiveness,
166
employee conflict with, 199-200
as Enabler of People Equity, 54
fit of new employees with, 180
Organizational goals, strategy
informing, 54
Organizational People Equity
profiles, 71-77
ACE tree diagrams for, 71-74
mining, 74-77
variance in, 77-79

267

Organizational strategy, 54

Orientation of new employees, 195

Overtime, employee Engagement
and, 153

P
Passionate employees, 156
Peers, commitment to, 163
People Equity, 4-5, 25-40. See also
specific topics
boosting, 79-80
Drivers of, 33, 45-50, 55
Enablers of, 50-56
growing shareholder value and,
33-36
key elements of, 27-31
low, impact of, 36-37
profiles of, 37-39
and talent optimization, 99-102
as term, 22
testing impact of, 31-33
People Equity profiles, 37-39
for organizations or units, 71-77
and talent optimization, 100-102
People Equity questionnaire, 69-71
Perceived value, 65
Perceptions:
during onboarding period, 197
in talent acquisition process, 185
Performance. See also Financial
performance
effect of leadership on, 54
and employee Engagement, 153,
154
feedback on, 116-117
goals for, 115
management dynamics
underlying, 43
organizational profiles and, 77-78
and People Equity scores, 36
predictors of, 182
and retention of employees, 221
supervisors’ effect on, 51
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Performance Laggard profile, ACE
elements in, 38
Performance Leader profile, ACE
elements in, 39
Personal needs, turnover and, 228
Personal outcomes, linked to
Engagement, 30, 152-153
Pink, Daniel, 17-18
Pivotal job criteria, 144
Policies, leader’s decisions about, 53
Predictability:
of ACE and of outcomes, 80-81
of People Equity factors, 43, 56
Prices, during recessionary periods,
12
Priorities, conflicting, 25
Processes, as drivers of People
Equity, 45-46
Product and service value:
impact of talent on, 35-36
resource allocation value maps,
87-93
Productivity:
and Alignment, 37
and employee Engagement, 153
and financial value, 33, 34
and level of Capabilities, 30
and People Equity, 36
and talent reservoir, 207
Profiles, see People Equity profiles
Profit, Alignment as predictor of, 107
Program evaluation, 92-93
Pulakos, Elaine, 114
Pulse surveys, 214

Q
Qualcomm, 184, 196

Quality outcomes:
and human capital management,
11
and People Equity scores, 31, 32
and retention, 224
Questionnaire, People Equity, 69-71

INDEX

R
Ramada, 144
Recessionary periods:
competition for customers during,
12
retention during, 221-222
Reciprocal commitment, 156, 162
Recognition, for Engagement, 164
Recruiting, 180. See also Talent
acquisition
Referrals of talent, 180
Reilly, Richard, 182
Relationships:
intervening in, 199
retention value of, 35
supervisor-subordinate, 197
Repairs Unlimited, 35, 50
Requirements of customers, 134
Resources:
differentiating, 47-48
for high Capabilities, 29
leader’s decisions for, 53
Resource allocation, 87-95
based on People Equity profiles,
74, 76-77
inadequate or poor, 142
to meet targets, 93-94
and retention, 229
value maps for, 87-93
Resource allocation map, 89-93
Respect, as Satisfier, 162
Retention, 219-235
appropriate level of, 224-226
Capabilities as predictor of, 129
cost-benefit of fixing gaps in, 232
of customers, 35
drivers of, 226-232
and employee Engagement, 152
getting good data on, 233
and human capital management,
11
impact of economy on, 221-222
and impact of turnover, 219-221
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impact on business results, 224
managing, 223
of top performers, 221
and turnover, 223-224
value alignment as predictor of,
182
of the wrong players, 225
Return on investment (ROI):
actual vs. budgeted, 92
allocating resources by, 87-88
using value maps for, 91
Rewards:
for aligned behaviors, 117-118,
122-123
mismatch of, 228
supervisors’ use of, 52
Ridge, Garry, 41, 43, 107, 118, 163,
197
Ritz-Carlton, 48, 53, 144
ROI, see Return on investment
Roles:
individual, 115
involvement related to, 164
matching talent to requirements
of, 134, 139
strategic value of, 173-174
turnover linked to ambiguity of,
228
Role models, leaders as, 53
Ryan Air, 144

S

Safety-related costs, employee
Engagement and, 153

Sales, Alignment as predictor of, 107

Satisfiers, as Engagement
component, 155-158, 161, 162

S.C. Johnson & Son, 158

Scanlon plans, 118

Search firms, 180

Sears, 15

Security fears, 162

Seibert, Jerry, 112-113

269

Selection interviews, 181-182
Selection process, improving,
181-184
Service culture, People Equity scores
and, 32-33
Service value, 35-36
Shareholder value, People Equity as
driver of, 33-34
Shull, Scott, 113
Silo suboptimization, 142-143
Silo wars, turnover and, 228
Silver-bullet mentality, 166
Singapore Airlines, 144
Sirota, David, 163-165
Skills:
for high Capabilities, 29
and retention, 229
shifts in, 17-18
Skinner, Jim, 106
Smaller businesses, success factors
for, 10-12
SmithBucklin Corporation, 107, 123,
143
Socialization factors, in onboarding,
197
Southwest Airlines:
alignment drivers for, 119
competitive impact of, 15
Spitzer, Dean, 63
Springfield Remanufacturing, 143
Stakeholders, in talent acquisition
process, 184
Starbucks:
brand value of, 35
recruitment from customers of,
180
Strategic Disconnect profile, ACE
elements in, 38, 39
Strategic future, understanding of,
211
Strategic project portfolio
management, as unique strategic
element, 47
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Strategic talent sourcing, 180-181
Strategic value map:
for airline industry, 120
for resource allocation, 87-89
Strategy:
acceptance of, among
implementers, 115-116
alignment of, 108, 109, 119
communication of, 114-115
defined, 112
as driver of Alignment, 112-113,
119
as Driver of People Equity, 47-50
as Enabler of People Equity, 54
execution of, 13-14
Stress-related factors, in
Engagement, 162
Structure:
as Driver of People Equity, 46-47
silos, 142-143
Style differences, turnover and, 228
Success factors, 9-14, 26. See also
Alignment, Capabilities, and
Engagement
for a changing workforce, 17-18
to drive business results, see
Enablers of People Equity
for large corporations, 12-14
panaceas vs., 26
for smaller businesses, 10-12
Succession planning, 211-212
Superior Performance profile, ACE
elements in, 38
Supervisors:
communications from, 165
developing capabilities of, 207-211
as driver of performance/
retention, 227-228
and employee Advocacy, 164-165
and employee Capabilities, 143
as Enablers of People Equity,
51-52

leadership team’s effect on, 53

INDEX

onboarding role of, 197-198
work of leadership team vs., 52
Supervisor-subordinate
relationships:
evolution of, 197
and turnover, 228
Supply and demand, 15-16
Surpassing targets, 93-94
Surveys:
of Alignment, 68, 110-111
of Capabilities, 68
of Engagement, 158-160
for measuring People Equity,
66-69
of new employees, 196
overcoming gaps in, 67-68
pulse, 214
related to turnover and retention,
231-233
strategic use of, 68—69

T
Talent. See also Capabilities
for high Capabilities, 29
insufficient, 139-140
matching role requirements to,
134, 139
new ways of thinking about, 3—4
optimization of, 99-102. See also
Talent development
as strategic vulnerability, 99
uneven distribution of, 16-17
Talent: Making People Your
Competitive Advantage
(Ed Lawler), 26, 141
Talent acquisition:
as driver of People Equity, 45
measuring process of, 184-186
Talent development, 207-216
leader and supervisory capabilities,
207-211
with leader transitions, 212-214
succession planning, 211-212
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Talent Development systems, as
drivers of People Equity, 45
Talent management, 173-175,
179-180. See also Human capital
management
contextualizing plans for, 237
copycat or vanilla approaches to, 3
improving selection process,
181-184
influences on, 173-174
measurement for, 184-186, 238
stakes in, 174-175
strategic focus for, 237
strategic talent sourcing, 180-181
successful, 4
talent acquisition process, 45,
184-186
Talent Management Challenge,
238-243
Talent marketplace:
and organizational growth and
survival, 14
trends in, 15-20
Talent mistakes, growing cost of,
19
Talent Retention systems, as drivers
of People Equity, 45. See also
Retention
Talent shortages:
during economic expansions, 12
and retention, 229
Talent strategy, 54, 80
Talent value map, 89
Talent Waste profile, ACE elements
in, 38
Target, 180
Targets, surpassing, 93-94
Teamwork, 142
Technology:
as driver of People Equity, 45-46
trends in, 18-19
Thinking, shifts in, 17-18
Top performers, retention of, 221

271

Toyota:
competitive impact of, 15
senior leadership teams at, 53
Tracking of measures, 81
Training. See also Talent
development
intervening in, 199
of new employees, 195-196
and retention, 229
as secondary screening tool,
185
supervisory, 197
Trends:
assessing impact of, 247-249
in talent marketplace, 15-20
Turnover:
and ACE scores, 30
Alignment as predictor of, 107
drivers of, 226-232
and Engagement, 37, 153
healthy amount of, 225
impact of, 219-221
and People Equity, 32, 36
and retention, 223-224
of top performers, 221, 222

U

Ulrich, David, 18, 99, 217

Under-Achiever profile, ACE
elements in, 38

Under-Equipped profile, ACE
elements in, 38, 144

Unemployment, retention and,
221-222

Unique value, 15

United Airlines, 15, 224

U.S. Airways, 122-123

U.S. Veterans Administration,
34

Unit People Equity profiles, 71-77

Unproductive time, decrease in,
11

U-stress, 162



06/03/2009 14:17:9  Page 272

272

A%
Value (quality):
brand, 34-35
customer, 29, 34-36, 129, 133-138
market, 65
market-perceived, 21, 65-66
perceived, 65
as predictor of retention, 182
product and services, 35-36
shareholder, 33-34
unique, 15
Values (beliefs):
Alignment with, 28, 107-109, 183
and commitment, 156, 163
conflict in, 199-200
as Enabler of People Equity, 54
misaligned, 106
and operating style, 54
reflected in culture, 119
strategic value map, 88
turnover and differences in, 228
Value added, by satisfied employees,
30
Value creation, 3, 4
Value maps:
customer, 134-138
for resource allocation, 89-93
strategic, 87-89, 120
talent, 89
Value proposition:
of customers, 133, 134
explicitness of, 113
Vance, Robert, 154
Variability, strategic roles in
managing, 173
Variance, in measures of People
Equity, 77-80

INDEX

Vertical alignment, 28

Virtual technologies, 18

Vision, as driver of Alignment,
112-113

Volvo, 114-115

Vosburgh, Richard, 180, 222, 226

\4%
Wal-Mart:
brand of, 35, 144
competitive impact of, 15
as operational excellence leader,
47
service offering of, 80
strategy of, 115, 116
Wasted time and energy,
misalignment and, 107-108
WD-40 Company:
Alignment at, 107, 123
cross-functional teamwork at,
143
culture of, 118-119
performance levels of, 43
Wegman’s, 38
Weirick, Kristen, 200
Welch, Jack, 23, 152
Whirlpool Corporation, 196, 200
A Whole New Mind (Daniel Pink),
17-18
Wilkin and Guttenplan, 180
Winkler, Howard, 12
Winning experiences, employee
Advocacy and, 165
Workforce Engagement, 30

Y
Yahoo, 15, 18



