
T H E  F O U R  E S  
O F  E M P L O Y E E  
S U P P O R T  A N D  
R E T E N T I O N

Empathy, Engagement, 

Energy, and Enthusiasm



W H O  A M  I ?

Dad

Florida Man

Credit Union Enthusiast

Aspiring Attorney

SVP/COO – USF FCU

I am in the people business



W H A T  A R E  W E  

T A L K I N G  A B O U T ?

Employee Support and Retention

The excuses we make:

• “We can’t keep everyone”

• “It’s the pay”

• “It’s the younger generations”

• “It’s the nature of the beast”



S O M E  S T A T I S T I C S

• BalancedComp – bank and credit union turnover at 24% in 2022

• According to a study from The Financial Brand: Nonofficer 

turnover rate dropped to 19.8% in 2023, the lowest it has been in 

years

• Higher pay isn’t enough to stem bank employee turnover

• 32% of employees in the US fall into the ”engaged” category

• Costs of turnover – ½ to 2x an employee’s salary

• Advertising/Recruiting

• Onboarding/Training

• Loss of productivity



T W O  “ S C H O O L S  O F  T H O U G H T ”

FEAR

• Authority

• Negativity

• Compliance

• Punishment

• Trouble

INSPIRATION 

• Empathy

• Engagement

• Energy

• Enthusiasm

• Example



D I S P E L L I N G  A  F E W  

M Y T H S

• This approach is soft

• This is someone else’s problem

• “They should be a little afraid of me”

• This is just for the younger generations

• I’m in leadership, I can’t show any 

emotion

• All this makes it harder to discipline 



FREEEE



E M PATHY

Empathy represents the ability to understand someone else's 

thoughts and feelings. Listening to your coworkers and taking 

their concerns into consideration.

• Time spent at work vs. with family

Nicole Craviero – CEO of CraveHRO:

1. Share your story. Bosses are real people too outside of the workplace. Employees may be 

pleasantly surprised by their stories and how it changes their perception of them.

2. Do not be afraid to ask questions. Be curious about the experiences that your employees have 

outside the workplace. If you know that they have trouble with transportation, maybe you can 

organize a carpool with others to help one another.

3. Be open and honest with employees about your feelings and experiences. Put yourself in their 

shoes. You were once in their position. Maybe get opinions on policies that do not work and 

get them involved in finding a solution.



H O W  I  D O  T H I S

Mistakes I’ve 
made

Hopes and 
dreams

Kids!
Personal 
struggles

Failures Hobbies Idiosyncracies









E N G A G E M E N T

• We LOVE to talk about engagement

• Engagement Surveys

• Leading by example

• Creating connections

• This starts with you!

• Don’t take it from me, here’s what Gallup says:

• The involvement and enthusiasm of employees in their work and workplace







E X A M P L E S  &  T H O U G H T S  F R O M  M Y  

E X P E R I E N C E

• This should be exhausting

• All-Staff Meetings – once per month

• Virtual – it’s so easy now!

• Incorporating Values

• Culture College/Business College

• 71% → 91% retention

• 74% → 92% engaged





E N E RG Y
Delivering Content – Strategy Map



“The More You Energize Your 

Coworkers, the Better 

Everyone Performs”
-Wayne Baker, Harvard Business Review





E NTHUS IAS M

“Once hired into a position, an enthusiastic 

employee will typically show up on time, show 

interest in his or her job, and demonstrate a 

willingness to listen, learn, and try new things.”

- US Department of Labor



“ I  J U S T  L O V E  Y O U R  

E N T H U S I A S M ”

• Be excited about what you’re talking about

• New product, promotion, line of business, 

challenge, ANYTHING!

• Celebrate the hell out of successes

• We focus way too much on the negative

• Lift up the naysayers

• Combat negativity

• People are capable of much more than they believe 





I T ’ S  T H E  L I T T L E  T H I N G S

• Sit with your staff

• Visit your teams

• “Office Hours”

• Hop in a meeting unexpectedly

• Send a message

• 10 per week

• Be the leader you always wish you had







L E T ’ S  C O N N E C T

Richard Sellwood, SVP/COO, USF Federal Credit Union, Florida Attorney

• Email: rsellwood@usffcu.org

• Cell: (315) 345-8750

• LinkedIn: www.linkedin.com/in/rsellwood/

mailto:rsellwood@usffcu.org
http://www.linkedin.com/in/rsellwood/

