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BY JOHN CHANDLER

As the chief human resources officer in a 
nationwide early education empire that 
employs 33,000 people at 1,800 locations, 

Kelsey Troy has found success by emphasizing the 
“human” as well as the “resource.” 

Since her hiring at Portland-based KinderCare 
Education in 2014, Troy has been instrumental 
in developing a positive workplace culture that 
begins during the interview process and only gets 
stronger over time.

“We’ve created a hiring experience that feels 
authentic to our organization,” Troy said. “We 
make a point to treat applicants like people, not 
just another résumé, and constantly remind them 
of our mission to provide high-quality care and 
education to our youngest learners. We’ve built a 
culture that reflects our passion for the work we 
do and want to ensure that shines through the 
entire hiring experience.”  

By diligently referencing the mission statement 
(“to provide the very best care and education 
to young children,”) as well as mutually agreed 
upon company service values in all phases of its 
operation, Troy believes that every employee, from 
new hires to team leaders, become an informed 
and committed part of the company culture. 

“I think it’s powerful to have that in common 
with leaders at all levels,” she said. “I try to keep 
them top of mind and allow them to guide my 
work, and challenge my team to do the same.”

Apparently everyone got the message and is 
on the same page. KinderCare Education recently 
was honored with a 2017 Gallup Great Workplace 
Award — one of only 37 organizations in the world 
to receive the award, and the only one in early 
childhood education. 

“When I joined the company in 2014, I saw an 
organization that had the potential to be one of 
the best places to work in Portland,” Troy said. “I 
also saw a real need to focus on the general health 
of the company.” 

To do so, it was necessary for Troy to concentrate 
on three things: Recruiting the right talent, 
helping team leaders understand how to engage 
their employees, and improving the performance 
management process. In practical fashion, she 

started with her own department, instilling in 
them a sense of pride and excitement about the 
work they’re doing to provide quality education 
and care to the children and their families.

“Looking at my own team, I truly believe HR 
has to be the greatest ambassador of the culture 
you’re working to build and expect every employee 
within the department to feel the responsibility 
for that charge,” Troy said. “It should influence 
everything we do — from how we set direction for 
the programs and investment that the HR team 
drives, to how we treat a departing employee. We 
have to be on the forefront of prioritizing how we 
can support all of our leaders and employees in 
the best way so they, in turn, can have the time to 
do the same for every child and family we serve.”  

To that end, Troy and her team are constantly 
refining their processes by seeking input from 
employees, a daunting task considering the 
sheer numbers. A recent example of company 
feedback revealed that the phone tree system 

that employees from across the country used 
when calling the National Support Center for help 
wasn’t working — there were too many options 
and only a few of them led to a real person, plus 
the hours of operation were limited. 

“So we switched to a single phone number 
with a live person on the other end, and extended 
hours that cover all time zones, to help them find 
the answer they need, quickly and efficiently,” 
Troy said.

But keeping track of employee satisfaction 
and engagement isn’t exactly child’s play. Troy 
knows that the company mission remains a 
work in progress, a means to an end, and that 
improvements can always be found. 

“We try to remember that our business 
is all about children and learning,” she said.  
“Sometimes that means carving out dedicated 
time to learn and grow, other times it means not 
taking ourselves too seriously — something we’ve 
definitely worked at integrating into our culture.”
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KinderCare Education’s Kelsey Troy felt the organization had the potential to become one of 
Portland’s best workplaces when she began in 2014. Earlier this year, KinderCare Education became 
one of just 37 organizations in the world honored with a 2017 Gallup Great Workplace Award. 
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