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Opening and Introduction 
0:05 
Howard Lee, President & CEO (Opening remarks): 
I'm Howard Lee, President and CEO of UHA Health Insurance. Our physician-founders 
understood the intricacies of navigating the complex healthcare system. 

0:16 
As UHA turns 25, it continues to be our ongoing mission to help healthcare become simpler for 
everyone. 

0:25 
Thank you for spending your time with us today. For UHA’s second webinar of our 2021 series 
called Worklife Reimagined, these webinars in partnership with Hawaii Business Magazine and 
the Hawaii Employers Council will feature both local and national speakers to explore ways to 
help you and your employees rebound from our challenges to become happier, healthier, and 
more productive.  

0:51 
A recent Gartner report stated that organizations with high levels of trust increase their average 
employee engage in place 76%, over organizations with low level of trust. 

1:04 
Your employees' well-being influences every aspect of your business performance. 

1:10 
In the next hour, you'll hear from a dynamic team of speakers: Salesforce Chief Growth 
Evangelist, Tiffani Bova, American Savings Bank Executive Vice President and Chief 
Administrative Officer, Beth Whitehead, and Hawai‘i Community Foundation CEO and 
President, Micah A. Kāne. 

1:36 
They will share their expertise on how creating an employee experience built on trust and 
transparency transfers to the best possible customer experience. Building resilient teams and a 
company culture that promotes employee well-being doesn't have to be a daunting task. 

1:55 
Our Work Well team will help you develop a workplace wellness solution that fits your needs. 

2:02 
We hope you enjoy this discussion. 
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2:06 
Michael Story, Senior Workplace Wellness Advisor (Moderator):   
Thanks, Howard. Aloha. Welcome to our webinar, Happy Employees = Happy Customers. I’m 
Mike Story, Workplace Wellness Advisor for UHA Work Well. 

2:14 
This webinar is brought to you by UHA Work Well and UHA Health Insurance in partnership 
with Hawaii Employers Council, and Hawaii Business Magazine. And great news for those of you 
watching this live, this course has been approved for SHRM credits through our partner, Hawaii 
Employers Council, who's an approved provider. 

2:32 
We're happy you've joined us this morning and are excited to start the webinar. 

2:36 
And while you're listening, if you have any questions, use the questions feature on your screen, 
and we'll do our best to bring them into our discussion today. At the end of our panel 
discussion, we're going to share a link to a lot of great wellness resources that you can use in 
the workplace, or even at home. And we'll announce some new wellness events that we're 
launching this summer. 

2:55 
So let's get to it and introduce our speaker. Tiffani Bova is a Global Growth Evangelist at 
Salesforce, and the author of the Wall Street Journal, best-selling book, Growth IQ. 

3:06 
She's a change maker whose forward thinking insights have made her a frequent guest on a 
variety of industry leading live broadcasts, combining her experiences with her insightful 
candor, has resulted in a unique perspective, that continues to inspire businesses and 
individuals to get smarter about the choices they make. 

3:24 
Having delivered presentations around the world on business innovation, she's a highly sought 
after keynote speaker. We're so excited to have her  

3:31 
with us here today. I need to add Tiffany is a kama‘aina who graduated from Punahou and 
getting some of her first business experience cutting her teeth with E.K. Fernandez. 

3:42 
Tiffany, take it away. 
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Keynote Presentation  
3:46 
Tiffani Bova (Speaker and Panelist): 
Oh, thank you so much. Aloha everybody, I wish I could be there in person, but I have to join 
you today from Southern California. 

3:54 
So as was mentioned, I am the Growth Evangelist here at Salesforce and I have the wonderful 
honor and pleasure of speaking with executives around the world about this topic—employee, 
and customer experience driving growth today. 

4:06 
So we're gonna get to it. 

4:11 
So before I get started, I do want to thank UHA, Hawaii Business Magazine and the Hawaii 
Employers Council for having me and for the entire team for helping us pull this all together. 

4:22 
So if I can't, yep, got the slides. All right, thank you. So, this is the experience equation. I'm 
gonna give you just a little bit of background on how I landed here. 

4:31 
I was giving keynotes around the world, saying, but I didn't think that there was a coincidence 
that Salesforce was one of the best places to work around the globe in 17 countries. It was 
number one, and the rest of the world's probably in the top five. 

4:42 
They we were one of the most innovative companies in the world, and then also, we were one 
of the fastest growing enterprise software companies. So, I went to our prior CMO, and I asked, 
could I go out and prove this hypothesis? And she said, yes. So we did a collaborative study with 
Forbes Insight. And this is part of those results to, really, so that I can really share with you what 
people are looking for. Now, what I've found through all of this is this quote: 

5:06 
The fastest way to get customers to love your brand is to get your team members and your 
employees to love their job. And I know that sounds really fun and light and soft. 

5:21 
So a lot of times, when I sort of present this first slide, I get some head tilting like obviously 
under it you understand what I'm trying to say here. But some people go, I don't know what 
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“get your employees to love their job” actually means. And so that's really where it comes 
down to: satisfaction, wellness and experience. 

5:41 
Now, let me be clear here, pre pandemic employee experience, employee satisfaction and 
employee wellness meant something very different than it means today. We're not talking 
about health and safety and you are not talking about a global pandemic. We were not 
completely locked down, and trying to figure out a way to open back up, and not only to get our 
employees back into the office, but get sort of the community back up and running. And so, 
working from home put, a lot of strain on a lot of people, and, as I know, in Hawaii, right? The 
number one or the number two, I think, you know, industry is hospitality. So, it was really 
challenging time for Hawaii, you, know, specifically. 

6:22 
But what we also found, if you can go to the next slide, is that when we start to look at a digital 
first world, we've found that 76% of workers want flexibility on where they work, and also how 
they work. 

6:36 
There's been a lot of studies out over the last, probably 4 to 6 months, about how productivity 
is at an all-time high, but so is burnout, so this is not just about, how do we get customer—I 
mean, sorry, how do we get employees to work more and longer and produce even, you know, 
even accelerate what they're producing day to day? But it's about thinking about, how do we 
ensure that the participation is high because they're engaged, you know, and their ability to be 
coached and have the ability to learn new skills? And that's one of the things that I'll talk about 
in a little bit, but that is a highlight that now we've shifted to the digital first world. Now there 
are obviously industries and sectors, sized businesses where digital first is not a reality. It's 
going to be a storefront or it's going to be a hotel or it's going to be an experience where you're 
going to do it in person. So I understand that Digital First doesn't work in every situation, but 
when we say Digital First, what we're talking about is, how your employees actually engage 
with you as an employer. 

7:39 
How they can get access to information if they need help. 

7:42 
And it could be mental health and well-being, but it also could be, how do I do something or 
how do I use a particular technology? So ultimately, this is about how do we round out the 
usage of digital in ways that allows your employees to be more satisfied in their day to day job, 
which then results in higher customer satisfaction and customer experience, if you could go to 
the next slide. 
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8:04 
So, this is where we have this compounded experiential value. 

8:09 
And so, this is a combination of both customer and employee satisfaction. 

8:14 
This is a combination of customer and employee lifetime value. Now, let me be clear what I 
mean here, on lifetime value. From the moment an employee is recruited, and hired and 
onboarded all the way until the point they become an alumni. And even after that, right?  

8:30 
That's the entire lifetime value of their experience with a company that they worked for. And 
from a customer perspective, it may be once they buy something and be moved from being a 
prospect to a customer, and then actually or client, right? depending on patient. Depending on, 
you know, what the term is for your particular industry, all the way through to, when they may 
not be a customer anymore. But do you want to continue that connection with them? 

8:57 
So that has everything to do with retention. It has to do with growth from a business 
perspective. The cost to hire and acquire and serve, and so ultimately how do you pull those 
two things together? That it's the intangible assets that are important here, right? The 
employee. The tangible assets are easy to track, right? Real estate, maybe machinery, cars, 
buildings, whatever it might be. And the intangible is the people side of it. And so, I'm not a fan 
of human assets. I'm much more of a fan of, of these intangible attributes of a brand that 
actually plays a part in its ability to be successful from a growth perspective, but also as a great 
place to work perspective. You can go to the next slide. 

9:42 
And so this is the highlight findings from the research. 

9:47 
If you focus on employee experience, you will have a better customer experience. So let's give 
you a quick example. 

9:54 
If you have a happy employee and an unhappy customer, the employee has the opportunity to 
turn that around. If you have an unhappy employee and a happy customer, it's not a good 
combination. And if both are unhappy, that's really a bad combination. And so we found 
through the research that 76% of executives we interviewed, this was specifically in the U.S. 

10:17 
Leaders ranked EX or employee experience as a top priority, but only 29% of the laggards did. 
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10:23 
And we absolutely saw this flywheel effect that improved EX leads to improved CX. 

10:30 
And when we put that to revenue, we found that those high performers were 1.8x faster 
growth rates than those that were laggards. And so for a billion dollar brand, it's a $40 million 
impact. So even if you're a smaller company, you have to think about that kind of growth 
rate. But investing in your people has everything to do with their ability to be happy and 
satisfied in their role and job, which allows them to be much more engaged and caring for your 
customers. And so that happens because ultimately, it is about this sort of trust and 
transparency and resilience in the organization. You have the ability to be much more 
responsive. 

11:10 
And then 51% of executives say that fast revenue growth does not automatically lift employee 
experience. There is no virtuous cycle. So, if you are growing fast, it does not necessarily mean 
your employees are happy. But if you can improve that employee experience, you have the 
ability to increase that growth rate and actually reduce retention and all the additional costs 
that are surrounding that. 

11:34 
But the number one organizational challenge is many companies are designed to focus on 
employee experience. 

11:41 
And many companies are designed to focus on customer experience. But very few are designed 
to focus on both. Now, without giving away sort of the name of the executive but I was having a 
conversation with a former CEO of a very large software company when I was in my prior role, 
not while I was here at Salesforce and he was sharing to me that our number one priority is—
and he rattled off three things. 

12:06 
And I said, I don't know,  

12:08 
I went to a state school for college, but, where I went to school, there's only one first priority. 

12:14 
So, the confusion around what are we focused on. 

12:18 
So, I say, be employee first and customer centric. That's a way to pull it together. If you can go 
to the next slide, but when we say that this organizational challenge is disconnected, what's 
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preventing companies from taking action? Is this lack of alignment between the teams that 
manage those groups? 

12:37 
So think your Chief Human Resource Officer, who most likely is responsible for employee 
satisfaction, for recruitment and onboarding, health care, well-being, all of those things. Then 
you'll have potentially the marketing organization or the sales organization that's responsible 
for customer experience, or even your service organization. 

12:59 
And then you have IT, that is delivering the solutions and tools by which those two groups, 
right, the employee and the customer, can engage more seamlessly with your company. 

13:11 
How often do those three get together? 

13:15 
Do they actually communicate? 

13:17 
Do they plan that? 

13:18 
If something happens in one of those groups, what's the impact on the others in the trifecta of, 
of, uh, organizations within a company? So there's a lack of a shared vision between EX and CX 
leaders. And the highest decision making levels, 41% of the leaders cited 

13:37 
that a resistance to cultural changes is what's holding them back. So we cannot get to where we 
wanna go in this new alignment of this new and renewed employee experience and what those 
expectations are, and also what our customers and our patients and our clients are thinking 
want from us. Pulling that together is getting harder and harder. Now, number one thing we've 
heard out the last 15 months from a lot of our research, is this heightened sense of burnout and 
turnover rate. 

14:05 
Productivity was higher, but so is burnout, stress, anxiety, you know, making sure that you 
started to do some of those things around well-being and mental health for your employees 
goes a long way in order to improve that employee experience. And even if you're in a company 
that didn't feel the pain over the last 15 months and you continue to grow, that you still have to 
focus in on that burnout and turnover to make sure you don't lose sight of that. 
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14:34 
Then the third, being these isolated teams, 40% of executives say the creating teams that 
combine employee experience and customer experience skills is the best way to succeed. 

14:45 
So that has everything to do with the leaders. So if you're listening to this presentation, and you 
have the ability to pull those teams together, either by creating metrics, creating working 
teams, a collective strategy, sharing and communicating why you're doing things within the 
organization, across both the employee and customer teams, you have a much better 
opportunity of getting them to get onboard. 

15:09 
It can't be just a top-down mandate that this is what we're going to be doing. Employees, now, 
one of the things out of experience we've learned over the last 15 months is they want even an 
increased level of communication on what are you doing, why are you doing it, and how will it 
affect me day-to-day, how will it affect my employment, and also, how will it affect our 
customers? So, ultimately, that is the way in which you can do it, right. It's metrics. It's teams, 
it's transparency. It's collaboration, and at the top of that list is communication. Making sure 
everybody understands sort of where you're going and why you're going there. 

15:46 
Next slide, please. 

15:48 
Alright, so now we're gonna get into next steps. So now, if you've heard everything I've just 
said, right? That employee experience, when that is high, and employee satisfaction and 
engagement is high, you get a better chance of having a strong customer experience, which 
gets your customers to either buy more frequently, buy again, spend more money with you, 
and even become a raving fan for you and advocate for your brand on your behalf. 

16:13 
So, the first thing, right, is, align your company with the strong leadership and vision. 

16:17 
Understand, what is your employee vision? 

16:21 
What is your customer vision? 

16:23 
How can we make those more tightly aligned? How do we make sure that one isn't superseding 
the other, right? It isn't customer experience at the expense of anything else, it isn't employee 
satisfaction at the expense of everything else, it has to be the ability for everybody working 
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together, aligning IT and operational strategy to focus on CX. Make sure that IT understands 
that role. 

16:47 
I'm just gonna give you a quick stat that we got from a Tableau study that we did which is a 
company we acquired, and it found that the average enterprise had 900 applications. 

17:00 
And yet, only 29% of them were actually integrated, which means, as an employee, I have to 
login to 5 or 6 different tools, in order to do my job every day. 

17:10 
And so something as simple as increasing the amount of applications that are integrated, goes a 
long way to improve an employee's happiness which has that effect.  

17:19 
And that's where IT plays a role. Then incentivize these cross functional teams to enhance both 
CX and EX, getting people together, and I don't mean just the executives, get the frontline 
pulled into these teams, understand what the day-to-day life is for them.  

17:35 
If you are a manager or leader, sit in the call center for a day, go out on customer calls, do some 
video meetings with customers, make sure you're checking in with employees, because the 
frontline knows the reality of what's going on. 

17:49 
Then you have to invest in the technology in order to measure how the progress is going along 
those two work streams, right? Customer experience and employee experience. If this isn't a 
message, I mean, obviously, it's not lost to me. I work at Salesforce. 

18:04 
It's not about our technology, it's about using technology to enhance these two things in a way 
that has meaningful impact on both your employee and your customer. Right? And so having 
that shared sets of data across whatever applications and tools you're using goes a long way for 
the success of that employee and their ability to serve the customer. 

18:29 
So, if you go to the next slide, I wanted to show this, because, you know, we were talking early 
on, right? As this session was introduced, that whatever decisions you make around employee 
and customer design for trust, we have a crisis of trust at the moment. And cultivating this trust 
is core to every relationship. So, 93% are more likely to recommend a company they 
trust. They're more likely to spend more money. They're more likely to share experiences, and 
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they're more likely to be loyal. So, ultimately, when you can say, Hey, I'm going to capture your 
data as an example. How are you going to use it? How are you gonna make sure it's secure, and 
if something goes wrong, are you going to let them know? And I don't mean eight months later 
that were breached. But I mean, at the moment, you're aware of it, communicate out, and 
make sure your customers are OK. You can go to the next slide. But beyond trust, you also have 
the company's values that 61% of customers have stopped buying from companies whose 
values didn't align with theirs. 

19:28 
And that absolutely is true in the younger generations. When you get into the millennials, 
ultimately they are working for companies that they align with values. They are choosing to 
actually work for companies and even take less pay. If they agree with their values, they agree 
with the cause. But they're also looking as customers saying how did you treat your employees 
during this pandemic? And how do you actually care about the environment if you're producing 
a product or using sustainable items, are they recyclable? What are your goals around 
sustainability, you know, between now and 2030? What, what are you focused on? 

20:05 
Then, as well on these economic injustices and racial injustices and community involvement. 
There's a lot of ways in which each of these things plays a role in attracting employees, keeping 
them, you know, and having them be satisfied and happy working for you as well. 

20:25 
A customer saying, If I have two very similar products, I might choose one brand over another 
because of these values. Next slide, please. 

20:35 
Then the third is transparency. So once again, I trust that you're going to use my data, but if 
something goes wrong, I want you to tell me. I want you to share what is your stance on 
sustainability. What is your stance on equality, shat is your stance on some of the social issues, 
what are you doing in your communities? We want people to actually know what it is, that, in 
fact, you know, people are going to expect from you. 

21:01 
So, you know, ultimately, these three things: trust, values and transparencies. Transparency 
absolutely, has an impact on both sides of that. coin, employee, and customer. 

21:15 
If you could go to the next slide, please. 

21:18 
So, I wanted to share this. 
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21:19 
This is just a quick slide of, we did this, I think it was October of last year, prioritizing getting 
people safely back to work. And it was interesting. I shared this these stats on Bloomberg back 
in October. And when I was getting interviewed, and I said, Look, you know, employees want 
workplace design. They want mental health. They want to, you know, make sure that they're 
safe at work. It's about remote work, it’s about trainings and skills, it's employee benefits, it's 
diversity, and they kind of pushed back on me, right, that they felt like a lot of this was things 
that were really hard to track, and who is that really going to have an impact? 

21:55 
And now we see ourselves, you know, 5, 6 months later, many employees are not planning to 
go back to the jobs that might have, you know, they might have been doing remotely, and now 
they're being asked to go back into the office, and they're not willing to do it. 

22:08 
Just imagine if there was a lot more values, and trust, and transparency and 
communication. Would they be more engaged, or was it just an expectation of, you have this 
job, you need, this job. It's a paycheck, and people really took this time to reflect and say, Is 
that what I want to be doing? Next slide, please. 

22:25 
But one thing I'll say here, there is an absolute new enthusiasm among the workforce to learn. 

22:32 
And items like adaptability, collaboration, resilience, creativity, trade skills, data analysis, 
empathy, critical thinking, data science, inclusion, coding in web and app development,  

22:47 
as just an example, that your employees are looking for new skills. They want to stay 
sharp. They want to make sure that they are employable. They want to make sure they're of 
value to your business. They also want to make sure they have a career path. So, if you don't 
have a learning curriculum in place or a relationship with someone like the Employment 
Council, anybody like that, like, what are the things you could be doing in order to re skill? That 
is absolutely top of mind for employees as they come back to work, as they look for work, and 
as they choose to stay in roles. Next slide, please. 

23:24 
So, in the future, customer driven organizations will completely reset value and meaningful 
engagement with employees and customers. Now, that is where it lands. So, you know, my, my 
challenge for you is, what will you do different? What will you do different based on this quick, 
little, 15, 16 minute presentation? 
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23:46 
Hopefully, there's something that you heard that made you go, hmm, what is our training 
strategy? How often do our HR, you know, people actually meet with IT and meet with 
whoever's in charge of customers, you know. Whether it's the CMO or customer service of field 
service, whatever it might be. How often do those people get together and have a conversation 
about this experience equation? The multiplier effect of, if we can have happy employees, we 
can have happier customers, patients, students, whatever it might be that leads to either 
greater growth rate or greater retention, or greater upsell, cross sell opportunities or greater 
advocacy, whatever it might be. So I think we're gonna wrap up my section. now. We're gonna 
go to the panel. I don't think there's another slide, but if there is, it's probably a thank you 
slide. So, thank you for listening to this. There is a research report, which the link is below. If 
you don't get a chance to copy it, I think we're going to be sending it out after.  

24:44 
Next, I have a podcast called “What's Next with Tiffani Bova” where I get to interview some 
amazing people, you know, about conversations, just like this one we're having today. And then 
I have my my book Growth IQ, which you can pick up. If you get a chance, I don't know if Barnes 
and Noble at Ala Moana is open, but you can pick it up there or you can get it online. So with 
that, thank you so much for your time. And I think we're gonna go to the panel. 

Panel Discussion 
 
25:06 
Michael Story, Senior Workplace Wellness Advisor (Moderator):   
Tiffany, thanks for sharing, and all that. 

25:12 
Today, though, that was wonderful. We’re going to go to the panelists to continue the 
discussion.  

25:17 
Joining us are Micah Kāne and Beth Whitehead. Micah A. Kāne is the CEO and President of the 
Hawai‘i Community Foundation (HCF)–the state’s largest and oldest foundation that works to 
transform lives and improve our communities. Beth Whitehead is the Executive Vice President 
and Chief Administrative Officer of American Savings Bank. 

25:34 
Beth leads and champions ASB’s efforts to create an excellent employee experience. The full 
bios of all of our guests today can be found in the event registration page.  
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25:45 
We just want to dive right in. OK, so, we’ve listened to Tiffani talk about how employee well-
being elevates the customer experience by creating space for open vulnerability. Micah, what 
does that mean to you at HCF?   

26:02 
Micah A. Kāne (Panelist): 
Well, first off, Tiffany. 

26:03 
I really enjoyed your presentation. You’re very inspiring and very informative and I personally 
picked up so much from it. 

26:11 
You know, for us an ETF, I mean, the most important thing for us is that we develop a 
relationship with our employees and it'd be authentic. And that they know personally that we 
care for each and every one of them. And as a small organization I mean it's a little easier for us 
than most, but in a post-pandemic environment where you had mentioned if anywhere, it's a 
more digital environment. It creates new challenges and having that kind of intimate personal 
relationship.  

26:41 
What I really like about, what you've talked about and what we're trying to do is being very 
intentional about providing a framework of engagement so that that relationship can occur. 
And what we try to be very focused on is that this value that you only get in, you only get out of 
the relationship 

27:05 
what you put in, and like any other relationship that you have, you gotta spend the time. You 
know, pre pandemic, you know, I had the ability to to walk around to every employee and give 
them a fist bump, you know, and and and in that little 30-second interaction, I really got a good 
sense about how they were doing, and how their family was doing and how their kids were 
doing. How they were doing at work. I gotta find new ways to do that. And, you know, I'm sure 
we'll talk a little bit more about that later, but I think if I were to boil it down to just two things, 
Michael, it would be about 1) being intentional and 2) being extremely authentic. 

27:50 
Michael Story, Senior Workplace Wellness Advisor (Moderator):   
Thanks, Micah. Beth, what’s your perspective at ASB? 
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27:55 
Micah A. Kāne (Panelist): 
I think he wants your perspective, Beth. 

27:59 
Beth Whitehead (Panelist): 
Thank you. I'm having, I'm having a little trouble hearing you.  

28:06 
So, yeah, so, so, thank you guys. Thanks for including me today. And Tiffany, it was wonderful 
to hear from you. And I think we could have dedicated the entire hour to you and all learned 
learned a lot.  

28:16 
At ASB we, we consider employee engagement and customer engagement team a team 
sport. It's, it's everyone's job to make sure that we take care of each other and we take care of 
our customers. 

28:33 
We focus our employee experience and have made it a priority for the past decade, actually, 
even longer than that. But when we actually started on the journey, we had a really low 
employee engagement score. It was 37%. 

28:48 
And now we score in the nineties on, on a consistent basis, and 12 years in a row, have been 
one of the best places to work in Hawaii and have even cracked some of the national list, 
too. And we're proud of that. 

28:59 
But it's something that we have to focus on every day, and everything we do. 

29:04 
For us, on the, you know, on the vulnerability, we that's really core in our culture. We talk a lot 
about collaboration and teams, looking at how to take care of our customers.  

29:15 
And often the ideas and the very best idea, or sitting within your organization, not not 
something your leader, just tells everyone what to do.  

29:25 
And so listening and collaborating is key. 
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29:25 
And you can’t actually get people to talk unless you've built trust and you come at it with 
vulnerability and honesty. 

29:36 
And you invite candor. So creating that environment, to me is not only key to a great employee 
experience, where everyone feels like their voice is valued. Everyone feels like they were 
listened to. But, when you have that, you actually come up with those great nuggets in those 
great ideas of how to best take care of your customers. And I think that, Tiffany, I loved your 
slides, and definitely a fan of your book.  

30:03 
And I think that, that, that, you know, most companies now realize that the two of employee 
experience and customer experience is so intertwined, but but everyone wants to know for us, 
everyone wants to love where they work and where they bank. 

30:17 
And that's really important. 

30:22 
Michael Story, Senior Workplace Wellness Advisor (Moderator):   
Thanks, Beth. You know, one thing take you on, it actually relates to book I read called [?] 
Pepper.  Well, being aware,  

30:33 
that's really important. 

30:35 
Just basically being aware of your surroundings.  

30:41 
I read a report that showed 70% of executives agree and are aware that improved EX 
[Employee Experience] leads to improved CX [Customer Experience], which in turn leads to 
rapid revenue growth.  I’m reading more articles these days about organizations having trouble 
hiring back employees.  This would lead me to believe their EX has not been ideal.  Is my belief 
wrong? If not, where is the disconnect? 

 
31:10 
Tiffani Bova (Featured Speaker and Panelist): 
Yeah, I hope. I got the question because you're you're a little choppy for me but I think I got the 
gist of it is, I'm just gonna use Salesforce as an example. 



 

Page 16 of 31 
 

UHA Connecting the Dots Webinar Transcript – June 24, 2021 

Happy Employees = Happy Customers 

31:20 
Look, when the pandemic first hit sort of April May, in the end, we shut down. 

31:26 
Our CEO Mark Benioff gave us a challenge and we had 57,000 or so employees at the time. 

31:32 
And, he gave us a challenge to have one million conversations with customers, not one million 
sales calls, not one million demos. Not one million product reviews are not one million RFP 
responses, one million conversations. And, it was also not conversations about our technology, 
You know, In that window of that first 90 days, it was like hold on. We were really trying to help 
our customers stabilize the business. No many call centers and selling organizations, all of a 
sudden, we're working from their living rooms in their kitchens, yet didn't have laptops, or even 
mobile devices that were assigned to them by the company. Everything was desktop page. 

32:09 
Very quickly, they had to realize how are we going to do this. 

32:12 
We did it very programmatically. We actually had 1,000,000.5 conversations, and it led to us 
launching six new products. 

32:19 
We re-organized our product organization. We opened up 4000 new racks. We changed some 
of our strategy plans for the year. 

32:29 
All came out of that conversation. Simultaneously, we were doing the similar thing with, with 
our employees. So we were surveying, surveying, surveying. Like all of a sudden, childcare is 
closed. Kids are at home. How the, you know, the parents that work here, how are they going 
to manage this. So we started realizing that we were seeing a high level of burnout. People 
were starting to check out. And so we very quickly alleviated some of those those pressure 
points. We did. The meeting invites, instead of being a half-hour long standard in the system 
are now 20 minutes, and there are 50 minutes instead of an hour. We don't let three hour 
Zoom meetings happen. You know, back to back to back. We do, Thursday's no meetings. We 
have Wellness Fridays once a month. We started doing wellness, half-hour segments each day 
of the week. It might be a yoga class. It might be someone reading a children's story so that the 
parents could put their kids over there for just a half-hour to hear a story, so they didn't have 
to, you know, they could catch up a little bit. 

33:28 
We did a lot of those things and so as things started to open back up, we weren't feeling the 
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same kind of pain. So, that goes back to transparency and trust, and vulnerability and the 
culture. Entering the pandemic had a huge impact on our ability to weather that. And whether 
it continuously. And also, the way in which we engaged with customers. You know, we are 
known for our in person events, and now we're doing them around the world more frequently 
in a virtual environment. 

33:57 
So, my response would be that, for those companies that are finding it hard to get employees, 
to come back, what was there sort of last 15 months? What did it look like? 

34:08 
Was it all about productivity? Or was there a human element to it? Right? Where they caring 
about burnout, mental health, and well-being, and collaborations, and onboarding in teams, 
and all of those things? Or was it just, know, that house is on fire, and we all have to run in and 
solve the problem? 

34:24 
So, I was a long answer, to a very short question, but I wanted to give the example of sort of 
what we did, because I think it shows that if you didn't have that culture going in, you really got 
caught. So, you know, that's, that should be a wake up call to people to make those 
investments today. 

34:41 
Micah A. Kāne (Panelist): 
Michael, Michael—going into this panel discussion, while we were prepping you said to be 
curious, and so, I'm going to jump into this and be curious now. 

34:51 
You know, Tiffany. It sits in kind of this awareness, I think, that you alluded to in Michael’s 
question, went to one of the things that I believe, that we believe at HCF is, you know, the 
employees got the best nose for the sniff test on whether or not what we’re doing as leaders 
and as organizations are authentic, right, and one of slides you put up, you know, in the data is 
a kind of return investment when you are authentic to the, to the activity, to the return on 
your, on your, on your sales rate. 

35:00 
And one of the things that I, I just wanted to get your perspective on it, and I think I'm gonna 
give you my perspective on it in the question, is that, you can't think past that investment. You 
know, you can't-- 
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35:37 
You gotta make sure that your employees know that that that intentionality of their well-being 
and their, their lives, is really your caring for them as human beings first. 

35:55 
Instead of thinking that, because I'm making this investment, my, my, my financial return’s 
going to happen, and I just kinda wanted your perspective on that, and that kind of caution for 
leaders who are trying to delve into this space. I'm not sure if my question makes sense, but 
hopefully, it does. 

36:11 
Tiffani Bova (Featured Speaker and Panelist): 
No, it does, and, you know, I tweeted something from a number of months back, and said 
something like this, I don't remember exactly right. But the CEO sorta said to the CFO, we need 
to invest in our people, and the CFO is like, Well, what if we invest in them, and they leave? And 
the CEO’s like, what if we don't invest in them? Like, it has impacted us here today. It was very 
interesting to watch the conversation, and moved it over to LinkedIn because Twitter is not 
really great for that. And, and when I got to the bottom, it's like, if the CFO is caring about 
training, and the employee satisfaction and experience, like, they're the wrong CFO. Because 
that's not something--it's not a line item, right? It's not an asset. 

36:55 
It's not something you can easily measure and manage, and that's the miss, right? That's the 
miss that the intangibles that a company has, especially around learning, reskilling and 
training. Even if they leave, like, ultimately, it's about making sure they have what they need to 
be successful in their role.  

37:12 
So I do agree. I think that sometimes when I see executives miss this, is they're really looking for 
the hard metric they can track. 

37:22 
You know, and if they cannot put their finger on that, they're not willing to make that 
investment. That the soft stuff: empathy, trust, transparency, vulnerability, like those terms? 

37:34 
You can see people start to get really uncomfortable, because they're like, I don't even know 
how I would track that in any way. So why would I, why would I practice that myself? Why 
would I make those investments? And so, you know, I think, looking at those high performing 
companies, which, going back to, that research I shared, one dot eight X [1.8x] is not 
insignificant. 
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37:53 
And the thing they had in common was that connection point, and so, we're actually doubling 
down. We've got another research project underway right now that's gonna go global, it's much 
more in depth. It's, it's really going to get to the heart of the causation between these things, 
right? 

38:09 
Employee Lead to Customer Lead to Growth, and so I'm super excited to see how that folds out, 
but hopefully that, that answered the question. 

38:17 
Micah A. Kāne (Panelist): 
Yeah, definitely. Thank you. 

38:19 
Beth Whitehead (Panelist): 
I want to jump in because I think one of the things that you said about authenticity is so 
important there, too. You know, even just taking wellness and the investment in wellness. Uh, 
one of the engagements, key drivers is that the teammates believe that your company cares 
about you. 

38:36 
And if the investment in wellness is just to check the box of “yes, we invested in wellness,” and 
there's not any sort of deep, deep desire to actually invest in the things that people actually 
need, and it come from a point of empathy and authenticity, it really is just a CFO line item 
versus really an investment in your teammates. 

38:59 
Micah A. Kāne (Panelist): 
Yeah. Well said. 

39:03 
Tiffani Bova (Featured Speaker and Panelist): 
I think that entire metric—that entire metric conversation is what gets in the way of a lot of this 
kind of discussion. Right? 

39:12 
That it's metrics. It's organizational structure. 

39:16 
You know, it is the mechanics and the underbelly of the business that actually is that engine 
that powers everything that happens. Because at the end of the day, people don't buy from 
companies, they buy from people. Like, people don't ask, you know, companies for help, they 
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ask people for help. You know ultimately, it's how do we let those people shine in their 
roles? And then, secondarily, how do we give them technology to be better in those roles, 
whether it's training, scaling, you know, responding more effect--effectively at scale. 

39:48 
Micah A. Kāne (Panelist): 
Yeah, you know, nor should it be interpreted as losing rigor in the work you're doing as an 
organization. 

39:54 
Right? I think some some leaders can misinterpret this whole conversation around you know, if 
I go down this path, you know, I'm gonna lose the rigor of my organization and I think if that's 
your mentality, you've kinda, you've kinda lost it up coming out of the gates. So, I'd be a little 
cautious about that, as well. 

40:15 
Michael Story, Senior Workplace Wellness Advisor (Moderator):   
So, hopefully yeah. Hopefully, you guys can hear me--there's been discussion about importance 
of managers and all different departments. 

40:27 
Let me ask you this. Micah, I’ll throw it to you. 

45:33 (Note: This caption was modified for clarity.) 
We’ve heard about the importance of managers and supervisors believing this philosophy 
[creating space for open vulnerability – trust, transparency, values] and acting on it so it 
permeates the organization. 
 
40:41 
So, can you just share with us what's the biggest challenge facing Hawai'i now, and does it 
affect this philosophy we’re discussing today? 

40:53 
Micah A. Kāne (Panelist): 
Beth, I've talked a lot do you want to go first and maybe I'll come in after you. I think he was 
asking what is what is some of the biggest challenges facing Hawai'i today? 

41:02 
Beth Whitehead (Panelist): 
Hawaii, the state, or are you talking about the workplaces? Sorry, I didn't, I didn't catch his 
question.  
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41:10 
Micah A. Kāne (Panelist): 
I think he meant Hawaii overall. 

41:14 
Beth Whitehead (Panelist): 
Hawaii overall. Yeah, I think that, you know, even even pre pandemic one of the one of the 
challenges that we're facing as a state was how to diversify our economy. 

41:23 
And certainly that has proven true through [the] pandemic. 

41:27 
I also think that that the workforce development in Hawaii and creating creating great jobs and 
creating housing for our workforces is a big challenge for us. And something that we're all very 
mindful mindful of and working on. 

41:40 
As as a, as an employer in the state, we look for ways that we actually keep our best and 
brightest in the state and have opportunities for, for our young people, graduating from high 
school and college to stay and actually work and make a good living in Hawaii. So to me those 
are some of the biggest challenges that we're facing right now the pre and post pandemic. 

42:06 
Micah A. Kāne (Panelist): 
You know, and you're familiar with it because we've been in meetings together where they 
started bringing out of the 2, 3, 4 year forecasts for Hawaii  

42:14 
and for those small businesses out there, you know, they're looking at 2022 at least coming 
from you here of the UHERO research. The Economic Research Organization, that 2022, looks 
like a little over 3.5%. 

42:30 
And then in 2023 it tapers off to 1.5%. 

42:33 
That means that our entire state economy has that growth expectation and and I'm sure as a 
small business your growth expectations are much more ambitious and so where do you get 
that from, right? 
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42:47 
I mean, you get that from either creating, you know, taking advantage of inefficiencies in your 
organization, or taking market share of a market that is not expanding. 

42:58 
And so, you know, just that, in and of itself, you know, concerns, concerns me, and so to your 
point, Beth, around, you know, not having a more diversified economy, and if we're good at, 
and in doing so, having a much bigger denominator that we're playing in versus a diversified, 
smaller shrinking pie. 

43:21 
So, I think a lot of challenges come out of that environment, if left unchanged. 

43:28 
Michael Story, Senior Workplace Wellness Advisor (Moderator):   
So, Tiffany, using COVID as a catalyst, what would you say to this statement: Reorganizing the 
company to focus strongly on enhancing both CX and EX fails to fully account for changes in the 
external environment.  

43:47 
Tiffani Bova (Featured Speaker and Panelist): 
So I think I think I got it. (laughs) 

43:54 
So, two things. One, I knew then, thank you for mentioning my book, Growth IQ, but I will tell 
you, I've completely missed employee experience in the book. Talked all about customer 
experience, and so we're really trying to rethink that, and starting to work on a book to follow 
up that, and talk about this conversation. 

44:12 
Uh, in my book, in Growth IQ, I said, look, there's so many things that have to be done 
internally that are already challenging.  

44:20 
So there was a study out of being a couple of years back that said, like 89, 92% of companies 
that are unable to create sustainable and repeatable growth is because of internal inertia, like 
not doing things internally. 

44:35 
And then at the end of that sentence, I said, unless there's a Black Swan event. Here we are in 
the middle of a Black Swan event. So I asked my publisher to actually remove that sentence. He 
wouldn't remove it. But you know, ultimately, it has a lot to do with internal inertia. We either 
have an opportunity to go back to the status quo, or we can re-imagine what's possible, 
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learning all the things we've learned. Like, I hope we don't un-see and un-hear and un-
understand what we have over the last 16 months about equality, about social issues, about 
companies about, you know, the lack of investments made by companies around things like e-
commerce or customer experience, or customer service and support, or diversifying their 
revenue streams. You know, the state of Hawaii. I sort of said very quickly, right? Number two is 
hospitality.  

45:20 
I think number one is still the military, and so even someone like me, like I'm in tech. I left the 
state full-time when I turned 30. And everyone asked me all the time, why did you leave? I was 
looking for work. There was nothing for me in tech, locally, at the time. And so, ultimately, you 
have to think about what are the things internally, culturally, and structurally organizationally 
you can fix that will help you be much more responsive and resilient. And be able to be much 
more agile regardless of what gets thrown at you, whether it's external, or whether it's internal. 

46:01 
Michael Story, Senior Workplace Wellness Advisor (Moderator):   
OK, OK, so we have a headset, or having trouble hearing me, so let me go this way. 

46:14 
Beth, if there's an open door policy that we've talked about in these flattened organizations, 
how do you make people feel comfortable to walk through that door? 

46:24 
Beth Whitehead (Panelist): 
Yeah. That's a great question. You can, You can say, you have an open door, all you want, and it 
doesn't actually mean anyone is going to come in and talk to you and actually share things that 
are, that are happening in the organization. 

46:38 
You know, to me, the key to that is the creating trust, and the breaking down the barriers of 
title and position. If, if, if you make, if you make yourself seem scary as a leader, you're going to 
be scary to your teammates. And there, you can say you want them to give you information, 
and you want them to talk to you, but you're not really showing that side to them that makes 
them trust that they can talk to you. 

47:02 
So, I think that having an open door policy is, is incredibly important. And making sure voices 
are heard, but you actually have to go the extra mile to make people feel comfortable, that 
you're gonna listen, and that it's a safe place to talk to you. 
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47:17 
Michael Story, Senior Workplace Wellness Advisor (Moderator):   
Thanks, Beth. 

47:20 
Micah A. Kāne (Panelist): 
I’d like to add to that. 

47:24 
You're only as good as yesterday. 

47:27 
You know, every day is a new day and you know, don't think you can monetize trust that you 
will get. I mean, every day is a new day. And, I think, I've learned that. 

47:41 
And the other thing I would say is, um, you know,we, as leaders, can lose our emotional EQ 
abilities. And don't think that it's not something we need to continue to focus on and build on 
and, I found that in my own journey that, you know, I thought I had a skill set in something, and 
I lost it.  

48:02 
I wasn't paying attention. I wasn't focused on on something and in this space, specifically, You 
just can't take your eye off of it. 

48:14 
Michael Story, Senior Workplace Wellness Advisor (Moderator):   
Thanks, Micah. Those are really good points. 

48:17 
We've had a lot of discussion overall of what people do from a leadership role, or what you 
guys have as a philosophy for your organizations. 

48:28 
I want to go back to maybe some personal stories. So, like Beth and Tiffany, you guys have such 
great experience. Can you share a personal story that is relevant to this philosophy, which has 
brought you to this point today, 

48:45 
and what do you believe as you manage people? 

48:51 
Micah A. Kāne (Panelist): 
Go ahead, Tiffany. I'll let you go first. 



 

Page 25 of 31 
 

UHA Connecting the Dots Webinar Transcript – June 24, 2021 

Happy Employees = Happy Customers 

48:56 
Do you want me to go? I’ll go first, if you want me to, just, like I've been talking a lot. 

49:02 
Tiffani Bova (Featured Speaker and Panelist): 
So, so, I often joke, and I think this is probably the only audience that would get this joke 
considering my sort of introduction.  

49:12 
But, everything I learned about business, I learned at the Carnival. (laughs) And it happened 
very young, you know, 16, 17, 18, 19, 20, working for the Fernandez family. 

49:23 
They were like my, they were, you know, I was their hanai family for sure. And And it was the 
little things in the people side of business before it was a lot of technology, before everyone 
had a game in their hand, right? 

49:36 
The Fun Factories and I ran and opened the largest one Maui in Kahului back in like two thou—
oh, 93 ish. And I remember that day so well. Linda Fernandez walked in and inside of the Fun 
Factory is 14,000 square feet, there was probably 5000 light bulbs in the ceiling. It was to look 
like a, you know, big top tent from from Connie's Carnivals. 

50:04 
And there was 1, 1 light bulb out, one. She looked up and pointed her fingers, said nothing to 
me and walked away. It was opening day. I looked up, saw that one light bulb out. 

50:16 
I use this story all the time. It's the little things and if, if you are driving down the street and you 
see some retailer and half the lights are out on their name, what does it say? 

50:26 
Do the employees even care, does the owner even care if the store is dirty? That, or whatever it 
might be 

50:33 
says everything about the brand, and so, you know, I always use that story, you know. Linda 
knows I use it very often. You know, it was going to be the opening of my book, actually. But, 
you know, I, I can say that if your employees understand that, Oh, there's a light bulb out, like, 
you gotta go change it. Because they care enough about the business, and about what that says 
about how they feel about what they do every day, your employees will pay that back in 
dividends. I just, you can't beat it, you can't beat it. So, everything learned about business I 
learned at the Carnival. (laughs) That that's my headline. 
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51:12 
Micah A. Kāne (Panelist): 
OK yeah, I wasn’t going to use--wasn't expecting to talk about this. Kind of along that same 
vein, Tiffany, I grew up my family had a commercial diving into this on the leeward coast 
working out of Waianae Boat Harbor. 

51:24 
So as a as a kid you know, I was on a boat with you know, 6 to 8 

51:30 
adults whose livelihood depended on getting fish. Some of it was to subsidize their family's 
income, but for most of them, it was, it was their income. 

51:39 
And, you know, being on a boat with, you know, seven adult men from 6  AM in the morning to 
6 PM at night, you know, is probably the greatest human resource exposure that a kid could get 
in watching the leader of our, our boat.  

52:03 
My uncle, you know, have to manage those emotional rollercoaster rides when things didn't go 
well, whether it was, you know, really bad weather and, you know 

52:13 
lives potentially being in jeopardy. Or, you know, coming back to the Harbor with with a bad 
catch and knowing that, you know we had to prioritize, who is going to get their earnings that 
day. 

52:25 
And, doing that day in and day out was probably the biggest, most humble exposure you know, 
seeing men cry going back home. That was hard. That's kinda where my mindset was built from. 

52:41 
Beth Whitehead (Panelist): 
Yeah, so, so, when you asked the question, the thing that came to my mind was when we first 
embarked at, ASB on really trying to dig in and work on our employee experience. 

52:53 
And we had gotten that 37% engagement score and that was painful.  

53:00 
We, we looked at some of the questions, and, you know, you can't fix everything all at 
once. You have to decide where you're gonna go. 
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53:07 
And one of our lowest scoring questions that we decided to address right away was about 
communications.  

53:13 
And it was that, you know, my company tells me what, what I need to know, and I believe that 
we have good communications and both of those had really low scores. 

53:23 
And so we just dug in and we went to work on that. Our HR team, we had brainstorming 
sessions. And we spent hours and hours building and a new website, an intranet for our team, 
and working on all the communications that we were going to bring, and all the things we were 
going to tell them. 

53:43 
And the next year, our survey came out, and our score did not improve one point. And we were 
so shocked. We had, we had worked so hard, and, and it didn't improve. 

53:54 
We have, We have a group called Employee Excellence Council. That's really our eyes and ears 
in this, in, within the company, and we took that question to them, and we're, like, you know, 
what would we need to do to make this score better? 

54:07 
And we actually realized that the, the, the thing that people were upset about was not the 
ideas we were working on. And so we were fixing the wrong problem. 

54:17 
And we really understood, at that moment, the importance of digging deep, and really 
understanding and listening to people that, that all the answers are right there, but that we had 
spent an entire year fixing the wrong problem. 

54:32 
And so, to me, that was an important lesson on employee experience, and really getting, 
getting the feedback from our team, and really knowing what people are thinking and feeling 
about things. 

54:42 
Tiffani Bova (Featured Speaker and Panelist): 
Yeah. 

54:44 
I'm just going to say one more thing against that and I'm just going to use Undercover Boss as 
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an example. Like, that's the perfect example of almost what you just said, is they spend 5 to 7 
minutes of the opening of the show, disguising the executive, so people don't recognize them. 
They can go out into their company. No one would recognize them anyway, because they never 
leave their office, because if they left their office, they would absolutely know that those things 
were going on. I don't know how you don't know that, that those things are going on unless 
you're just running the business from a spreadsheet and you're not spending time amongst 
your people. And if you're not asking them, and you're not, you know, reaching management by 
wandering around, very Tom Peters in Search of Excellence, which is a great book. And he 
endorsed my book, because I just love him to death. I think that that is it. 

55:26 
And if you're not asking your employees, you start chasing the wrong things, right? Like that, 
those those executives that are out of undercover boss don't think that that's what's going 
on. And then they are so surprised. Because they don't, they sort of don't spend time. Right? So 
anyway, Sorry, I just wanted to share that story. 

55:44 
Michael Story, Senior Workplace Wellness Advisor (Moderator):   
You know, we're coming up against the hour, and I did want to have a final question for each of 
you, but I do want to at least take one from the audience. So there's questions from the 
audience. How do you folks build trust, specifically, amongst your staff and how do you keep 
employees happy as you're transitioning back to work? 

56:07 
Micah A. Kāne (Panelist): 
Yeah. For me, I think it's just making yourself vulnerable, you know, to the situations and, and 
don't go into things thinking that you have all the right answers, but just, again, being open 
about what your feelings are and your views are. I think that's probably the best advice I could 
give. 

56:31 
Beth Whitehead (Panelist): 
I think that's really great advice and that, you know, actually, you know, creating trust, by being 
real and authentic is incredibly important. And actually listening to to the team around you and 
making them know that their voice is important. You're not just there to tell everyone what to 
do. You're actually there to work with everyone, and to figure things out together. 

56:53 
Michael Story, Senior Workplace Wellness Advisor (Moderator):   
So, if I can go to the final question. And Tiffany, we'll start with you. 
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56:59 
What is one key takeaway, or maybe a specific action step, perhaps that you do in your 
organization that you want attendees to get from this webinar. 

57:10 
Tiffani Bova (Featured Speaker and Panelist): 
I would say, I would double down on what I just said and say, you really have to become and 
learn how to become a master asker. Asking better questions, and ones that are not sort of 
trying to lead the person you're asking to your agenda. Literally asking because you care, and 
then really listen. Like, remember that example I gave with a million conversations, that was 
about asking the right sets of questions, capturing what was being said. Looking for patterns in 
signals of what our customers may want from us in the future, even though they don't realize 
that they may need it today or tomorrow. So, I'd say that is a skill that we don't get taught in 
school. (laughs) There's so many things of this conversation that we don't get taught in 
school. And so, it ultimately has to come from your willingness to try to ask better questions, to 
uncover really what's going on in your employee base and your customer base. And also, how 
you can become much more self aware of how to be a better leader, and whether you are 
really a leader in title, or if, because, like, nobody reports to me. I'm an individual contributor 
here.  

58:14 
You know, I don't have a team of people. And so how do I lead, if I'm not leading people, it has 
to be through inspiration and influence, and that is really for listening, asking questions, taking 
feedback, good and bad, and adjusting and moving on. But you know one thing about 
everybody listening here is that you understand “Live Aloha.” And how that translates into how 
you show up every day as a leader and as an employee. And as just, you know, someone who 
cares more broadly about your community is the way to go. 

58:47 
Michael Story, Senior Workplace Wellness Advisor (Moderator):   
Thanks, Tiffany. Beth? 

58:50 
Beth Whitehead (Panelist): 
Yeah, I would say listening is key. 

58:53 
You can, you can deliver what you think is an excellent customer experience or an excellent 
employee experience, but that may not be the translation of the person you're trying to deliver 
it to. 
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59:04 
And unless you know what being a great place to work or being a great place to bank means to 
the person that you're delivering it to, you're going to fall flat. 

59:16 
Micah A. Kāne (Panelist): 
Yeah, for me, it was what Tiffany talked about, which was, you know, you gotta think, for your 
employees before, you can think about your customers, I mean, you can't go out there and take 
on the world if your house is not in order. 

59:30 
I think we overlook that sometimes, and something that I think we just have to remind 
ourselves about. 

59:38 
Michael Story, Senior Workplace Wellness Advisor (Moderator):   
Tiffany, Beth, and Micah, thank you for sharing your knowledge and experiences with us this 
morning. I'm so sorry for my audio. But we're grateful that you lasted, and could fill in, and I 
really appreciate you opening up to our audience to help our never ending efforts of improving 
our community's well-being. Thanks, you folks. 

1:00:05 
Work Well helps “connect the dots” by giving you instant access to wellness resources. Visit 
uhahealth dot com, forward slash work well, to read curated articles and get needed tools and 
other resources that educate and inspire. 

1:00:22 
Save the date, our work-life re-imagined series continues September second at 11 AM. We're 
gonna host guests from Gallup who released a fantastic book, which we’ll examine, is called 
Well-being at Work. It's a simple, insightful, and a really meaningful read. 

1:00:39 
You can be one of our lucky winners to receive a free copy of the book by just completing our 
survey on today's webinar. 

1:00:46 
Before we close the webinar, I want to say a final thank you to Tiffani Bova, Micah Kane, and 
Beth Whitehead for joining us today. And to our partners, the Hawaii Employers Council, a 
trusted advisor helping local businesses navigate human resources, labor relations, and 
employment law matters. And as a reminder, this course was approved for SHRM credits by 
HEC. I thank our other partner, Hawaii Business Magazine, a respected, relevant, and innovative 
resource for Hawaii and its people, their model locally owned, locally committed. 



 

Page 31 of 31 
 

UHA Connecting the Dots Webinar Transcript – June 24, 2021 

Happy Employees = Happy Customers 

1:01:18 
Finally, to our attendees, thank you for your precious time. 

1:01:22 
We look forward to connecting in the future. 

1:01:24 
Be, well, stay safe. Aloha. 

 


