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"A Harvard study came out years ago showing 
that the happier the employee, the better 
customer service they give, and the better 
customer service, the better the profitability. It's 
like 'duh.' It makes perfect sense. Companies that 
have engaged employees — who are turned on 
and tuned in, not just tucked in — will be more 
profitable." 

Beverly Kaye
Chief Executive
Career Systems International 
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IN THE GIFT-GIVING bonanza that is the holiday season, 
bosses often feel compelled to bestow a token of 
appreciation on their hard-working employees. First-year 
lawyers at top white-shoe firms are pocketing $30,000 in year-
end bonus money, while some Wall Street execs are getting 
eight extra figures in their bank accounts. Elsewhere in 
corporate America, however, employees are more likely to 
get a frozen turkey or a $25 gift certificate to Home Depot 
than cash. No doubt many workers are going home 
Christmas Eve feeling unappreciated. 

To make workers feel truly appreciated, though, money and 
perks only go so far, says Beverly Kaye, a career 
development consultant and CEO of Sherman Oaks, Calif.-
based Career Systems International. Not to sound too touchy-
feely, but she says it's really more about relationships than 
monetary rewards. 

Employees tend to be more satisfied — and tend to stay at 
their jobs longer — if they have a good relationship with their 
managers, says Kaye, co-author of "Love 'Em or Lose 'Em: 
Getting Good People to Stay." Beyond a reasonable salary, 
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personalized recognition is the key to retaining good 
employees, she says. 

"A manager who shows appreciation, who will talk with 
employees about their career goals, who will understand the 
problems we have in balancing our home life and work life, 
who takes the time to ask how a sick relative is — people are 
loyal to that manager," Kaye explains. 

SmartMoney.com asked Kaye how managers can better 
appreciate what their employees want, and how to create a 
more productive working environment. 

SmartMoney.com: Now is the time of year when 
employees expect some sort of special year-end bonus 
or gift as a sign that their companies appreciate their 
work. Beyond the little extras, how can managers ensure 
a happy staff? 

Beverly Kaye: My book is based on the belief that managers 
can do a lot to keep their people. And that it isn't just about 
money and perks. It's about the relationship between the 
manager and their direct report. We looked at a lot of interviews.... We talked to managers around Christmastime 
about what gift they can give to employees. We think they should give recognition. What we're finding in the research 
is that, in fact, employees will stay longer depending on the quality of the relationship they have with their manager. So 
a manager who shows appreciation, who will talk with employees about their career goals, who will understand the 
problems we have in balancing our home life and work life, who takes the time to ask how a sick relative is — people 
are loyal to that manager. 

In our research, we asked over 20,000 people the question: Why do you stay? Not why do you go? No. 1 was I stay if 
I'm challenged and learning. No. 2 was if I feel that my career is being developed. No. 3 was I work with some great 
people. No. 4 was for the pay. So the manager has influence over those top three. And too many managers say 
"there's nothing I can do about pay, and it's all about pay, so I can't do anything." And I think that's a copout. 

SM: What are some specific employee-recognition programs you've found to be successful? 

BK: Many companies have wonderful recognition programs where they teach managers how to go beyond just 
monetary recognition, to let people know when they're doing a great job.... Some companies give managers the 
freedom to reward people with time — extra time off, the ability to have flex time. Some managers are totally free to 
use that as a form of saying thank you. On employee opinion surveys, one of lowest-rated things is "I don't know 
where my career is going." So many organizations are committed to teaching their managers how to have the career 
conversations with their direct reports. 

SM: Is there an overarching reason why employees usually leave their jobs? 

BK: What we found was that employees (in their exit interviews) when we asked why did you really leave, they say "I 
left because my boss was a jerk and I couldn't stand it anymore." They gave us a list of 55 characteristics: arrogant, 
critical, never gives positive feedback, ignores great ideas, takes ideas as your own. When you're a jerk all the time, or 
to certain people all the time, you're not going to hang on to those people. 
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SM: What's an effective token of appreciation for Christmastime? 

BK: Around this time of year, we do the parties, bonuses, gifts. I think an appreciative note like what I did for all my 
people is a good idea. I have about 25 full-time and 25 part-time employees. I wrote everybody a personal note telling 
them precisely what I appreciate about each one of them. The more you personalize, the more the person appreciates 
it.... I'd also take my employees on a walk and ask them: What can I do to keep you for another year? 

SM: Is there a real link between employee satisfaction and the financial performance of a company? 

BK: Yes, absolutely. A Harvard study came out years ago showing that the happier the employee, the better customer 
service they give, and the better customer service, the better the profitability. It's like "duh." It makes perfect sense. 
Companies that have engaged employees — who are turned on and tuned in, not just tucked in — will be more 
profitable. 

The Pro Shop Archive 

Last 5 comments on this story View all 11 comments

californiasteven Posted: 1:57 PM On December 26, 2006

You are all right. It is both. You can't tell people you care about them and not try to help them 
materially. I think it says something like that in the Bible too....On the other hand I have worked in 
some places where the only thing the management understands is giving out money and that alone 
will not work either.

inflationrising Posted: 11:42 AM On December 25, 2006

Its all the realtionships at the job, including co-workers, not just the manager. Ive known jobs where 
people (incl me) have left giving up a lot of money simply because of the work atmosphere. You do 
spend a large part of your day there. And Ive had friends who were in happy jobs but felt like they 
were missing out on more lucrative op.. elsewhere and ended up leaving. Bottom-line, money can 
only go so far. As long as the pay is competitive, rest is what kind of env you can offer.

cdbram Posted: 7:29 AM On December 23, 2006

This article sounds like it was written by my Manager...what a moron!!
SHOW ME THE MONEY, not the BS!!

cjwolfe5 Posted: 12:21 AM On December 23, 2006
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The science called emotional intelligence teaches that emotional needs vary. Relationships are key 
to those who do not aspire to be managers. Managers however place great importance on pay. All 
people want more money when they are unhappy with their jobs. Some companies reinforce the 
importance of valuing employees and reward strong relationships. I work with a few, Gaylord Palms 
Resort in Orlando, the Opryland in Nashville, the AIG American General Life Companies and 
Concord Hospital in NH. 

145antiques Posted: 7:20 PM On December 22, 2006

What if the companies could do both: money plus recogniton? As in: a great personalized note with 
some cash in it. As a a small business owner, works great for me
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DJIA 12556.08 41.10
Nasdaq 2502.82 17.97
S&P 500 1430.73 6.91
Rus 2000 794.26 5.81
10 Yr Bd 4.77 0.00
DJTA 4760.27 67.23
Wil 5000 14426.00 75.76
S&P 400 820.43 5.72
Nas 100 1844.81 9.95
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