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RECOMMENDATION:
Communicate positive or constructive feedback within one week of 
the action in question.

Effective feedback is a key component of  quality control 

and talent retention. In the 2012 iaWia Work|Life Balance 

Survey, 83% of  respondents indicated that effective 

feedback provides the greatest positive difference in career 

satisfaction. Only 46% of  respondents indicated they were 

satisfied or very satisfied with the feedback they currently 

receive. 

IMPLEMENTATION OPTIONS/ALTERNATIVES
Address poor work performance and correct mistakes quickly utilizing constructive feedback. 

Create a job satisfaction inventory every two years to track engagement levels. 

Keep records on the roles and responsibilities of  all staff  for work performance comparison. Reevaluate roles and responsibilities 
annually.

Encourage peer-to-peer review and mentorship.

Educate all employees on the best methods to provide effective feedback.

Empower employees to provide effective feedback to their employers.

Employees should request constructive feedback from supervisors and peers. 

Implement an open door policy or other method to provide feedback to employer.

KEY ASPECTS
Constructive feedback.

Deliver respectfully.

Objective, targeted to the action and not the person. 

Include specific information.

Provide in a timely manner, preferably within one week of  the action. 

Include facts. If  relying on assumptions, indicate that they are assumptions and encourage receiver to confirm or correct the 
assumption.

Address why the issue is important.  

Allow the receiver of  the feedback to present their perspective. Acknowledge the receiver’s viewpoint.

of iaWia Survey 
respondents indicated 
that effective feedback 

provides a positive 
difference in career 

satisfaction.

83%
of iaWia Survey 

respondents indicated 
they were satisfied or 

very satisfied with 
the feedback they 
currently receive.

 

46%
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Work toward a corrective action plan together.

Appreciation.

Honest, sincere, and authentic.

Tailor to the person.

Deliver personally.

Include specific information regarding what action prompted the appreciation.

Provide on a regular basis to encourage employee engagement.

KEY CONSIDERATIONS
How are mistakes currently addressed in the firm? 

What training and support methods are in place to counteract poor work performance? 

What methods are in place to communicate appreciation and employee value to the firm?

How is constructive feedback incorporated into the firm’s quality control mechanism?

How is discrimination handled in different industries? Are there any differences? 

How are employees encouraged to provide feedback to employers?

DEFINITIONS
Appreciation: The recognition and enjoyment of  the good qualities of  someone or something. 

Engaged Employee: An employee who works with passion and feels a profound connection to their company. They drive 
innovation and move the organization forward. 30% of  workers are engaged employees. 5

Not Engaged Employee: An employee who is essentially “checked out.” They’re sleepwalking through their workday, putting 
in time but not energy or passion. 52% of  workers are not engaged. 5

Actively Disengaged 
Employee:

An employee who is unhappy at work and is acting out their unhappiness. Every day these workers 
undermine what their engaged coworkers accomplish.  18% of  workers are actively disengaged.5
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SUPPORTING INFORMATION
• Lack of  job satisfaction and feeling unappreciated are the most common reasons an employee leaves a position. These 

reasons are significantly more common than leaving because of  financial pay. 5

• Only 30% of  United States workers are engaged in their jobs and committed to their employer’s success. 52% of  United 

States workers are not engaged and 18% are actively disengaged. 5

• The typical cost of  employee turnover is 20% of  the salary for workers earning $30,000-$75,000 annually. 

Approximately one-fifth of  workers voluntarily leave their job each year. 6

SOURCES/ REFERENCES
1.  Steven M. Sommer, PhD and Edward H. Rockey, PhD, The ABC’s of  Effective Feedback (2011, Volume 14, Issue 1; Graziadio 

Business Review) 

2. Gary D. Chapman and Paul E. White, 5 Languages of  Appreciation in the Workplace (Chicago: Northfield Publishing, 2011)

3. Tom Rath and Jim Harter, Well Being: The Five Essential Elements (New York: Gallup Press, 2010)

4. Jill Geisler, Work Happy: What Great Bosses Know (New York: Center Street, 2011)

5. 2013 State of  the American Workplace Report| www.gallup.come/strategicconsulting/163007/sate-american-workplace.aspx  

(New York: Gallup Press, 2013)

6. Heather Boushey and Sarah Jane Glynn, There are Significant Business Costs to Replacing Employees (Center for American Progress, 

November 2012)

www.gallup.come/strategicconsulting/163007/sate-american-workplace.aspx
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RECOMMENDATION:
Measure success based on an individual’s performance and quality of 
work.

Providing an environment where an individual’s strengths, talents and experiences are appreciated and recognized, rather than 

measured against a one-size-fits-all standard, encourages employee engagement and talent retention.

IMPLEMENTATION OPTIONS/ALTERNATIVES
Recognize individuals for their quality of  work, rather than “seat time” or billable hours.

Encourage employees to recognize and support achievements of  their peers. 

Recognize that an employee’s career path may not be linear and seek to define their position by their individual talents or the 
unique needs within the firm, rather than traditionally-defined roles.

KEY ASPECTS
Do the metrics used to measure employee performance align with and support firm goals, values, and culture?

Do the metrics used take into account added value to the firm beyond revenue-based performance?

Is the evaluation process fair and unbiased?

Are the metrics used for performance evaluation communicated to employees? 

Are employee performance reviews or other methods being used to communicate an employee’s value?

KEY CONSIDERATIONS
Consider reviewing the following measurable characteristics:
• Quality of  work product
• Technical knowledge
• Management of  project scope, fee, budget, and schedule
• Promotion of  the firm
• Engagement
• Interpersonal relationships with coworkers and clients
• Collaborative effort
• Mentoring ability

Consider incorporating the following recognition options:
• Pay increases, bonuses
• Personal time off, flexibility in their schedule if  allowed by firm policy
• Benefits/ perks
• Formal or informal recognition

[Refer to best practice recommendation, “Career Development: Facilitate a development program that provides lattice career path 
opportunities for all employees,” for related information regarding advancement models.]
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SUPPORTING INFORMATION
• During the iaWia Firm Leader Roundtables, several firm leaders stated that they try to avoid a culture of  billable hours by: 1) 

recognizing that employees can do the exact same work in different ways; 2) treating employees as autonomous professionals 

(who know what they need to do, know the standards, and can determine their own work level/hours).

• Companies with strategic recognition reported a mean employee turnover rate that is 23.4% lower than retention at 

companies without any recognition program.

SOURCES/ REFERENCES
1. “ Develop a Talent Retention Plan”  http://www.aia.org/aiaucmp/groups/ek_members/documents/pdf/aiap016520.pdf

2. “Determining Employees’ Value to Your Organization”  http://greatworkplace.wordpress.com/2009/10/27/determining-

employees-value-to-your-organization-3/

3. “SHRM/Globoforce Employee Recognition Survey Fall 2012 Report: The Business Impact of  Employee Recognition.” 

http://go.globoforce.com/rs/globoforce/images/SHRMFALL2012Survey_web.pdf  

http://www.aia.org/aiaucmp/groups/ek_members/documents/pdf/aiap016520.pdf
http://greatworkplace.wordpress.com/2009/10/27/determining-employees-value-to-your-organization-3/
http://greatworkplace.wordpress.com/2009/10/27/determining-employees-value-to-your-organization-3/
http://go.globoforce.com/rs/globoforce/images/SHRMFALL2012Survey_web.pdf
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RECOMMENDATION:
Track employee workload and assist in [re]balancing when necessary.

Quantifying the design process is often difficult, which makes workload management seem difficult and time-consuming.  

However, allowing employees the opportunity to express when they feel overworked or underwhelmed may reduce burnout or 

disengagement.  Workload management strategies promote talent growth, employee and client satisfaction, and stress reduction 

for all team members. 

12% 

83% 

5% 

Employment Status 
0-39 Hours 40+ Hours Other 

Hours / Week 

13% 

60% 

27% 

Actual Hours 
0-39 Hours 40-49 Hours 50+ Hours 

IAWIA SURVEY: EMPLOYMENT STATUS AND ACTUAL HOURS WORKED

HOURS / WEEK

IMPLEMENTATION OPTIONS/ALTERNATIVES
Adopt a work environment focusing on performance outcomes, not face time.

Be realistic and flexible when setting workload goals.

Communicate with employees about their workload.

Be responsive to employee feedback. 

Give employees some choice over their work and control over their schedule.
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Overwork: Having too much to do, not enough time to perform required tasks, and not enough resources 
to do the work well. 1

Scope Creep: Uncontrolled changes or continuous growth in project scope.  Scope creep can have a negative 
effect on budget, resources, and schedule.

Life Event: A major event that changes a person’s status or circumstances, such as (but not limited to) 
giving birth, marriage, divorce, death of  spouse that affects interpersonal relationships and/or 
work-related, leisure or recreational activities.

 

Assess the fit between job requirements and the employee’s career development, workload, and work-life balance.

Support and encourage vacations.

KEY CONSIDERATIONS
Are tasks that don’t produce billable hours included in workflow? 

How do you provide support to an employee experiencing a life event?

When comparing workload levels, are you comparing employees with the same skill levels?

Are you encouraging engagement and talent growth by providing growth opportunities through project assignments?

When you assign a more complex project to an employee, do you let them know why you assigned it to them?

Are you providing equal opportunities to all employees?

When workload levels are high across the firm, do you have a list of  priorities? Do these priorities shift daily, weekly, or remain 
steady?

When an employee indicates they are overwhelmed, do you acknowledge and validate their perspective? Is workload adjusted?

KEY ASPECTS
Know what resources (time and equipment) are available. Understand current job roles and skills/capabilities. 

Factor in the human aspects of  workload such as fatigue, personal needs, upcoming vacation, and unforeseen project delays.

Consider project complexity when setting workload assignments.

Understand and respect the employee’s prior commitments before a new assignment is made. 

Prioritize assignments and inform employees of  these priorities. 

Be clear and realistic about expectations.

Acknowledge and mitigate scope creep. Reanalyze workload when it occurs.

DEFINITIONS
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SUPPORTING INFORMATION
• The “standard workweek” is defined as 35 to 40 hours, 5 days a week, Monday through Friday. Only 29% of  American 

workweeks fit this definition. 1                      

SOURCES/ REFERENCES
1.  “Boston College Center for Work and Family Executive Briefing Series Business or Busyness: Strategy for Managing 

Workload” http://www.bc.edu/content/dam/files/centers/cwf/research/publications/pdf/workload_ebs.pdf

2.  Rena M. Klein, FAIA (2010) “The Architect’s Guide to Small Firm Management” John Wiley & Sons, Inc., New Jersey 

                      

For dual earner couples with children under age 
18, combined hours worked has risen from 81 

to 91 hours from 1980 to 2002. 1

81 91

http://www.bc.edu/content/dam/files/centers/cwf/research/publications/pdf/workload_ebs.pdf
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RECOMMENDATION:
Publish and communicate the firm’s values, goals, and vision. Align 
policies to them.

Engaged employees are committed to the firm’s values, goals and vision, and vested in the firm’s financial health.  Understanding 

their firm’s values, goals and vision allows employees to accurately advocate the firm to potential clients.  Understanding the 

general status of  a firm’s financial health can motivate employees to go the extra mile.  Firms with higher levels of  employee 

engagement typically have strong and authentic values, a culture of  fairness, and honest two-way communication.  Aligning the 

firm’s policies to the values, goals, and vision encourages the firm’s culture and reputation to match.  

84% of highly engaged employees believe 
they can positively impact the quality of their 

organization’s products, compared with only 31 
percent of the disengaged. 2

84% 31%

IMPLEMENTATION OPTIONS/ALTERNATIVES
Provide employees with access to written documentation of  the firm’s values, goals and vision.

Review policies on an annual basis and confirm alignment with values, goals, and vision. Update written documentation as needed 
and communicate changes to employees.

Hold an annual retreat to reaffirm values, goals, and vision, and motivate employees to implement these initiatives throughout the 
next year. Acknowledge successes from the previous year that aligned with these initiatives.

Adopt a corporate transparency policy demonstrating the firm’s financial health and leadership structure. Share a high level overview of  the 
financial status of  the firm annually to show progress or areas that need greater initiative from the staff. 

Survey employees at least every two years to confirm alignment of  policy perceptions with the firm’s values, goals, and vision.

Adopt an on-boarding policy for new employees to provide exposure to the firm’s policy and culture. [Refer to the best practice 
recommendation, “Implement a new employee on-boarding program.”]

KEY CONSIDERATIONS
Does the firm regularly review and adjust values, goals, and vision?

How are the firm’s values, goals, and vision communicated to all employees? 

How does the firm assess if  firm policies align with goals and vision?

Do employees have a voice in setting goals and vision?
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SUPPORTING INFORMATION
• Recent research has focused on developing a better understanding of  how variables such as quality of  work relationships and 

values of  the organization interact, and their link to important work outcomes. 1

SOURCES/ REFERENCES
1.  Harter, James K., Frank L. Schmidt, and Corey L. M. Keyes (2003). “Well-Being in the Workplace and its Relationships to 

Business Outcomes”. Flourishing: the Positive Person and the Good Life: 205–244. 

2. Crim, Dan and Gerard H. Seijts (2006). “What Engages Employees the Most or, The Ten C’s of  Employee Engagement”. Ivey 

Business Journal. 

3. Kevin Kruse. Employee Engagement for Everyone: 4 Keys to Happiness and Fulfillment at Work.

Are employees empowered to promote the firm to future clients?

Does the firm communicate what types of  projects the firm wants to pursue and what special services the firm provides?

Do employees share the firm’s vision and goals and feel that the office culture reflects that vision?

Do employees feel confident that their job is secure?

Are the firm’s values reflected on a day-to-day basis in business decisions?

Are employees informed of  goals and empowered to achieve them?

DEFINITIONS
Employee Engagement: The emotional commitment the employee has to the organization and its goals. As former Campbell’s 

Soup CEO, Doug Conant, once said, “To win in the marketplace you must first win in the 
workplace.” 3
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RECOMMENDATION:
Maintain a written employee handbook/personnel manual.

A written employee handbook is a valuable communication tool which contains information about company policies and 

procedures and creates a culture where issues are dealt with fairly and consistently. 

KEY CONSIDERATIONS
How are unique situations and requests accommodated?

• Is the request outside the boundaries of  the current policy, and if  so, does it reveal a gap in the policy that should be 
addressed?

• Is there a good reason to consider the request?  Is it fair to the employer and employee?
• Does the unique situation require permanent or temporary accommodation?  If  it is temporary what is the timeframe of  the 

accommodation. 
• Does the employee handbook provide a process for addressing unique situations?

How often should the employee handbook be updated?

How does the firm gauge employee perception of  policies and policy implementation to ensure that perception matches the 
intent of  the policy?

How will amendments to the handbooks be handled?

Should an employee signature be required after initial review and/or after any amendments?

KEY ASPECTS
Recommended Content:
• Welcome statement, company history, mission statement, business goals/objectives
• Current firm organizational structure
• Orientation procedures, required employment forms
• Information on employee pay and benefits and eligibility guidelines: holidays, vacation and/or personal time, life and/

or medical insurance, sick leave, maternity leave, bereavement leave, jury duty, paid membership dues or licensing fees, 
continuing education time or expenses, profit sharing

• Compensation information: hours of  work, billable expectations, overtime pay, pay procedures, bonuses, retirement plans
• Definitions of  full-time and part-time employment and any variances in the benefits for each
• Flexible, part-time or other work option policies (such as condensed work weeks) and request procedures
• Policies for addressing unique situations or requests
• Standards of  conduct and discipline policies: workplace violence, sexual harassment, discrimination, alcohol and drug use, 

attendance, grounds for dismissal, grievance filing
• Guidelines for employee performance reviews
• Policies for promotion or demotion to certain positions
• Rules concerning use of  mail, internet and email, telephone, company equipment, company or personal vehicles, and 

moonlighting
• Reimbursement policies:  travel expenses, per diem for meals

Understand the local, state and federal employment provisions  required by employment law.

Align the policies to the goals, vision and culture of  the office.
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Fairness is not sameness: A policy that works for one individual might not be the best policy for another individual. Policies, operating 
within pre-established guidelines, are to be evaluated on a case-by-case basis.

Consistency in enforcement is critical, but policies should be subject to change when necessary and allow management some 
discretion to address unique matters.

Monitor employee perception and/or understanding of  policies.
• Check-in with employees on a regular basis (informally or through employee reviews)
• Survey employees
• Hold office seminars or open forums to discuss and clarify policies

DEFINITIONS
Employee Handbook : A document given to employees by an employer that contains information about company 

policies and procedures.  Synonyms: employee manual or staff  handbook.

 

SOURCES/ REFERENCES
1.  U.S. Small Business Administration, “Employee Handbooks”  http://www.sba.gov/content/writing-employee-handbooks  

(many other related resources here as well)

2. Inc., “What to Include in an Employee Handbook”  http://www.inc.com/guides/2010/06/what-to-include-in-employee-

handbook.html

4. Employee Performance Tools, Sample Employee Manual  http://employeeperformance.biz/Sample_Employee_Manual.pdf

http://www.sba.gov/content/writing-employee-handbooks
http://www.inc.com/guides/2010/06/what-to-include-in-employee-handbook.html
http://www.inc.com/guides/2010/06/what-to-include-in-employee-handbook.html
http://employeeperformance.biz/Sample_Employee_Manual.pdf
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RECOMMENDATION:
Implement a new employee on-boarding program.

Effective employee on-boarding delivers the desired first impression of  the company, 

connects the new hire with their colleagues to ensure they feel welcome and prepared in their 

new positions, and gives them the confidence and resources to hit the ground running. While 

many organizations engage new employees in an orientation that addresses the mechanics 

of  their new role (payroll, benefits, etc.), an on-boarding program provides a more 

comprehensive, strategic process of  bringing a new employee to the organization and 

providing information, training, mentoring and coaching throughout the transition. 

On-boarding programs aim to decrease the time it takes a new hire to reach the expected 

productivity level.

KEY CONSIDERATIONS
How does this relate to and coordinate with an orientation or mentorship program?

How does this relate to professional development and training opportunities?

What length of  time is appropriate for the on-boarding program?

How much of  a time commitment is expected of  the assigned staff  or Shepherd?

Does this apply to part-time employees?

KEY ASPECTS
Program elements should include:
• Role clarity
• Self-efficacy
• Social acceptance
• Knowledge of  organizational culture
• Formal training of  policies, computer software, etc. unique to the firm

Typically, the program encompasses the first 6-12 months of  employment.

DEFINITIONS

An estimated 

37 billion 
dollars each year is 
lost by U.S. and U.K. 
businesses because 

employees don’t fully 
understand their jobs. 

- International Data 
Corporation

Orientation: The process of  enrolling a new employee in the payroll system, signing up for benefits, and 
providing a brief  overview of  the company’s culture, products, and values. 

Professional development : The acquisition of  skills and knowledge for personal development and career advancement.

Mentorship: Personal development relationship in which a more experienced or knowledgeable person helps 
to guide a less experienced or less knowledgeable person.

 
Shepherd: A person assigned to help “guide” a new hire, typically regarding day-to-day items such as office 

supply locations, general software questions, etc.
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SUPPORTING INFORMATION
• U.S. and U.K. employees cost businesses an estimated $37 billion every year because they do not fully understand their jobs, 

according to International Data Corporation (IDC). Their recently released white paper, “$37 billion: Counting the Cost of  

Employee Misunderstanding,” commissioned by international intelligent assessment company Cognisco, quantifies the losses 

that occur as a result of  “actions taken by employees who have misunderstood or misinterpreted — or were misinformed 

about or lack confidence in their understanding — of  company policies, business processes, job function or a combination 

of  the three.” Effective on-boarding helps workers understand their roles and the company they work for, thereby 

significantly cutting these losses.

SOURCES/ REFERENCES
1. “The 10 Commandments of  Employee Onboarding”  http://www.careerbuilder.com/jobposter/small-business/article.

aspx?articleid=ATL_0192ONBOARDINGTIPS_s

2. “New Manager Onboarding Guide” http://www.yorku.ca/hr/documents/Onboarding/New%20Manager%20

Onboarding%20Guide.pdf

3. “How to Build an Onboarding Plan for a New Hire”  http://www.inc.com/guides/2010/04/building-an-onboarding-plan.

html

4. Onboarding New Employees:  Maximizing Success”  http://www.shrm.org/about/foundation/products/documents/

onboarding%20epg-%20final.pdf

5. “Onboarding and Orientation”  http://www.hrpa.ca/ProfessionalDevelopment/Pages/

PDinaBox%E2%84%A2TopicDescriptionOnboarding.aspx

6. “Employee Orientation: Keeping New Employees on Board”  

7. “Orientation vs Onboarding:  What’s the Difference?”  http://leadershiponboarding.blogspot.com/2008/03/orientation-vs-

onboarding-whats.html

8. “Basic Elements of  New Employee Orientation” http://www.aia.org/aiaucmp/groups/ek_members/documents/pdf/

aiap016527.pdf

http://www.careerbuilder.com/jobposter/small-business/article.aspx?articleid=ATL_0192ONBOARDINGTIPS_s
http://www.careerbuilder.com/jobposter/small-business/article.aspx?articleid=ATL_0192ONBOARDINGTIPS_s
http://www.yorku.ca/hr/documents/Onboarding/New%20Manager%20Onboarding%20Guide.pdf
http://www.yorku.ca/hr/documents/Onboarding/New%20Manager%20Onboarding%20Guide.pdf
http://www.inc.com/guides/2010/04/building-an-onboarding-plan.html
http://www.inc.com/guides/2010/04/building-an-onboarding-plan.html
http://www.shrm.org/about/foundation/products/documents/onboarding%20epg-%20final.pdf
http://www.shrm.org/about/foundation/products/documents/onboarding%20epg-%20final.pdf
http://www.hrpa.ca/ProfessionalDevelopment/Pages/PDinaBox%E2%84%A2TopicDescriptionOnboarding.aspx
http://www.hrpa.ca/ProfessionalDevelopment/Pages/PDinaBox%E2%84%A2TopicDescriptionOnboarding.aspx
http://leadershiponboarding.blogspot.com/2008/03/orientation-vs-onboarding-whats.html
http://leadershiponboarding.blogspot.com/2008/03/orientation-vs-onboarding-whats.html
http://www.aia.org/aiaucmp/groups/ek_members/documents/pdf/aiap016527.pdf
http://www.aia.org/aiaucmp/groups/ek_members/documents/pdf/aiap016527.pdf

