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Background

Senior management and leadership are believed to be
responsible for the employment of such initiatives and
their own level of engagement appears to have a strong
impact on the levels of employees’ engagement, theory
suggests. This qualitative research explores the perceived
levels, drivers and benefits, as well as the levels of man-
agerial engagement at Organisation A, a leading support
services company in the UK. This working paper means
to contribute to previous studies of engagement con-
ducted by the Kingston Business School Employee
Engagement Consortium.

Materials and methods

In total, 25 managers were interviewed and semi-
structured interviews took place in February and March
2009 at the company’s headquarters. In this working
paper, the research model consists of five thematic
principles: drivers and counter-divers of engagement,
methods of engagement, (perceived) levels of employee
engagement, (perceived) benefits of employee engage-
ment, and managers’ levels of engagement. These five
core principles entail all the information needed to test
the engagement process in the present organisation. In
order to assess the sustainability of the research model,
the method of template analysis was chosen.

Results

Not surprisingly, the perceived levels of engagement are
moderately high and managers seem to be engaged in
their organisation driven by the challenging nature of the
work, the recognition they receive and the feelings of
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accomplishment following a successful task. In line with
these, what drives employee engagement is only slightly
different: employees seem to be driven not only by the
nature of their work but also by the career opportunities
available at Organisation A and the collaborative and
team-based organisational culture. In terms of benefits,
employee engagement seems to lead to heightened orga-
nisational performance, improved customer satisfaction
and low levels of absenteeism and turnover.

Conclusions

Managers were completely capable of identifying proble-
matic areas in the engagement process and given the
necessary resources might be in position to work on
improving some critical elements of it.
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