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What does the word LEADERSHIP 
bring to your mind? The image of a President? 
CEO? Political head? We are so obsessed with 
titles that we cannot imagine an ordinary person 
as a leader. Can we try changing the way we 
define leadership?

We had the honour of inviting Bill Clement, 
a 2-time Stanley Cup champion with the Phila-
delphia Flyers and critically acclaimed author, 
speaker, actor, entrepreneur and broadcaster, 
as a keynote speaker at the Leadership event, 
LEAD2017 in February. According to Bill, 
people often see themselves in positions of lead-
ership ONLY if they have job titles to match. 
The truth is, we all sit in leaders’ chairs. Check 
out our cover story to listen to Bill’s inspirational 
speech on how an EveryDay Leader is crucial to 
an organization’s victory and individual success. 
Bill inspires you to become an EveryDay Leader 
and achieve the highest levels of personal ef-
fectiveness and performance.

The most successful leaders find a way to 
overcome obstacles and create vibrant, powerful 
cultures within their organizations. How? Read 
Gregg Lederman’s article, Profile Of A Suc-
cessful Culture Change Leader to know more.

Those who reach the pinnacle of entrepre-
neurial excellence are viewed with a mixture 
of awe and envy. But what separates those who 
experience wild success from those left picking 

up the pieces of a failed enterprise? Part of it 
comes down to good old work ethic. However, 
there are plenty of other lessons that budding 
entrepreneurs need to learn. Read Bill Green’s 
article, Attention Aspiring Entrepreneurs! for 
more insights.

Every organization must decide whether 
they will allow their companies to be deter-
mined by an ego-driven culture or one that is 
ego free. Read Brandon Black and Shayne 
Hughes’ article to find out how four ego-driven 
personality traits are undermining a company 
from realizing its full potential and can cause 
executives to irreparably damage their business’s 
reputation and performance.

Apart from these articles, this issue also in-
cludes a few other interesting articles on lead-
ership.

Also, read exclusive interviews of the top 
winners of LEAD2017 Awards in this edition. 
The winners share details of their award winning 
programs and plans ahead. Get inspired by 
reading their success stories.

Last but not the least, we believe that there 
is no better way to connect with people than 
by sharing your leadership story. If you have 
one, send it to us and don’t forget to mail us 
your feedback.

Happy Reading!
 

Debbie Mcgrath
Publisher, HR.com

Babitha Balakrishnan
Editor, 
Leadership Excellence 
Essentials
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By Bill Clement, LEAD2017 Speaker

Everyday leaders never stop trying to fill up their dash 

Becoming An Everyday Leader

People often see themselves in positions of leadership ONLY if 
they have job titles to match. The truth is, we all sit in leaders’ chairs, 
says Bill Clement. We had the honor of inviting Bill Clement, a 2-time 
Stanley Cup champion with the Philadelphia Flyers and critically 
acclaimed author, speaker, actor, entrepreneur and broadcaster, as 
a keynote speaker at the Leadership event, LEAD2017 in Februray.

Check out how Bill inspires your group to become EveryDay 
Leaders and achieve the highest levels of personal effectiveness and 
performance. He activates the power you have to influence the buying 
decisions your customers make, while also elevating your teammates’ 
moods, levels of persistence and contributions to group goals.

Listen to his inspiring speech on how an EveryDay Leader is crucial 
to an organization’s victory and individual success.

If it looks like an event you want to be a part of, save the dates for 
LEAD2018; hosted at Salt Lake City, Utah on February 7-8, 2018.  
Click here to stay up to date on the conference!
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Two-time Stanley Cup Champion and current hockey analyst for ESPN, 
Bill Clement has been an example of what it takes to be the best through-
out his career, on and off the ice. A former National Hockey League 
All-Star, he played for 11 years in the NHL with the Philadelphia Flyers, 
Washington Capitals, and Atlanta/Calgary Flames. As an announcer and 
analyst, Clement has become a fan favorite. Recognized with a Cable ACE 
award, a reader survey conducted by The Hockey News named Clement 
their “Favorite National TV Personality.” In early 1990, Clement entered 
the world of professional public speaking and is now making corporate 
presentations on an international basis. He is also a trained actor who has 
appeared in more than 250 television commercials for multiple national 
clients, including Chevrolet, Deep Woods Off, Hardees, NAPA, and Bud 
Light.
Visit http://billclement.com

Would you like to comment? 
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By Bill Green

4 critical lessons for you

Attention Aspiring Entrepreneurs!

American culture loves to celebrate the entrepreneurial breed 
– those daring men and women willing to take calculated risks to 
create new enterprises that will grab the nation’s imagination along 
with its pocketbooks.

Those who reach the pinnacle of entrepreneurial excellence – such as 
Bill Gates or Jeff Bezos – are viewed with a mixture of awe and envy.

But what separates those who experience wild success from those 
left picking up the pieces of a failed enterprise?

Part of it comes down to good old work ethic. If you don’t want 
to work harder than everyone and you don’t have your passion, you 
shouldn’t be an entrepreneur. But that’s far from the whole story, as 
my route to success began in a flea market. There are plenty of other 
lessons that budding entrepreneurs need to learn.
•	 Become a tactical and strategic CEO. Tactical leadership is  

 doing things right. Strategic leadership is doing the right things. 
 You probably are doing a lot of things right tactically to get your 
 start up off the ground. But now it’s time to think about your 
 long-term strategy. The greatest CEOs are visionaries, always 
 plotting their company’s next big move. If you see a way to 
 improve your business, you’d better have the vision and the guts 
 to pull the trigger, even if the naysayers say it can’t be done.
•	 Let your employees complete you. Most of us can’t do it all or 
 know everything, so it’s important to hire a team that can com-
 pensate for your shortcomings. The best way to do that, is to 
 think like an NBA owner who builds a championship team by 
 drafting a well-balanced roster of players whose abilities comple-
 ment each other.
•	 Good customers complain; bad customers go away. No one 
 enjoys hearing complaints, but those angry customers should  

 be viewed as a gift. They care about your product or service and 

 they want you to fix whatever problem they’re experiencing so 
 they can continue to have that product or service. Many unhappy 
 customers just walk away never to return, so you don’t know 
 why you lost their business.
•	 The best deals are the ones you don’t make. There are good 
 business deals out there, but there are many more bad deals. It’s 
 important that any deal you make is the right one for your 
 company, and not something you do just because making a 
 new acquisition or introducing a new product is exciting. People 
 will always try to seduce you with the “next great deal,” but stay 
 focused on what’s best for your business. Don’t let anyone influ-
 ence you into making a deal you don’t want to make.
Ultimately, though, entrepreneurial success comes down to your 

own passion and tenacity.
It doesn’t cost anything not to believe in something. It costs every-

thing to believe in an idea so much that you’re willing to spend your 
life doing it and doing it until it becomes a reality. That’s guts. That’s 
passion. That’s the resolve you need to succeed. LE
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Bill Green, founder and CEO of The Crestar Group of Companies, is author 
of “ALL IN: 101 Real Life Business Lessons for Aspiring Entrepreneurs.” 
Crestar is comprised of private equity, specialty finance, and real estate busi-
nesses. Green is also the CEO of LendingOne, which was founded in 2014 
and provides real estate bridge and rental loans to non-owner occupied real 
estate investment properties. Prior to forming Crestar, he was with Interline 
Brands, founding the company in 1977. For 25 years he led Interline as its 
CEO from a small retail outlet to one of the largest industrial distribution 
companies in the country. Today, Interline Brands is owned by The Home 
Depot.
Visit www.bgreenauthor.com
Connect Bill Green

Would you like to comment?
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By Kelsie Davis

The worst boss behaviors, according to employees 

Bad Boss Index

Whether it’s the credit taker, the harasser, the micro-manager, or 
the CEO’s incompetent kid, we’ve all had a bad boss—some of us 
have had more than one. And those of us in management roles often 
wonder if we’ve become the bad boss.

To help organizations and leaders improve employees’ experiences 
with their bosses, we created a list of 24 typical boss behaviors and 
asked more than 1,000 US-based employees in various roles to score 
them from “totally acceptable” to “totally unacceptable.” Some of 
the biggest findings include:
1) taking Credit For Employees’ Work is The Worst

Chances are, it’s happened to you. You contribute a fantastic idea, 
invest your heart and soul into a project, or make a big process change 
that saves the organization a ton of money, only to have your boss 
smile and accept all the praise from higher-ups without so much as a 
nod in your direction. It’s more than just infuriating; not receiving 
recognition for your work can directly impact your career. It’s no 
wonder that this bad boss behavior tops the list as most aggravating 
for employees.

While younger employees might tolerate some credit thievery from 
a superior, the older employees get, the more unacceptable it becomes. 
Of employees aged 18-29, 57 percent say bosses who take credit for 
their work are unacceptable. This number rises steadily as employees 
age, topping out at 77 percent of employees aged 60+.

2) Managers Say it’s Not So Bad
Surprisingly (or not surprisingly, depending on your experience), the 

bosses we surveyed don’t think their employees’ most-hated behaviors 
are really that bad. When it comes to taking credit for employees’ work, 
not trusting or empowering employees, and overworking employees, 
20 percent fewer managers feel these behaviors are unacceptable.

3) Women and Men Rate Bad Behavior differently
Out of 24 listed boss behaviors, women rated 19 as being more 

unacceptable when compared to responses from their male counter-
parts. The five behaviors that men rated as more unacceptable when 
compared to women’s responses were:  
•	 Refuses to friend you on social media
•	 Doesn’t like to spend time together outside of work
•	 Pushes you outside your comfort zone with new tasks and as
 signments
•	 Requires you to take personal days for mental wellbeing
•	 Publicly recognizes your contributions in front of upper man
 agement
While we found it compelling that virtually identical numbers of 

men and women have left a job due to poor management, we weren’t 
surprised to see that the type of behavior that caused their departure was 
markedly different. While 44% of both female and male respondents 
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indicated that they have quit a job because of a bad boss, 31 percent 
of the women said they left due to “inappropriate” behavior, while 
only 20 percent of the men said the same.

Armed with this survey, we hope organizational leaders will take a 
look around their companies to identify any possible bad boss behavior. 
Employees deserve to be treated with respect, cared for, and lead by 
bosses who treat them fairly. What’s more, ignoring bad behavior could 
lead to some serious consequences, including unsatisfied employees, 
high turnover, and possibly even legal issues. LE

To see the full results, download the Bad Boss Index survey summary and infographic.

Bad Boss Index
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Kelsie davis is a Brand Journalist for BambooHR. An advocate for high-impact 
HR professionals, Kelsie researches, analyzes and writes to encourage HR to get 
the most out their initiatives. 
Visit www.bamboohr.com 
Connect Kelsie davis
Follow @bamboohr 
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Captured on camera — a passenger being dragged off a plane goes 
viral instantly, and an international brand-tarnishing moment is made.

As a leader such a scenario is a shining opportunity for a CEO, 
business owner or senior executive to seize control of the situation, 
and turn it around. 

Instead, far too many executives lose their cool, shift the responsi-
bility and fault others — often relegating the situation to “regrettable 
actions of employees” or even blaming the victimized customer. In 
other words, the leader’s sense of self-importance and corporate right-
ness reigns supreme.

Case in point: The initial response by United Airlines CEO Oscar 
Munoz regarding employees forcibly removing a passenger from a 
recent flight was originally positioned as regrettable but necessary. 
Then there’s the Uber CEO who was videotaped aggressively arguing 

with his own driver when he complained about corporate decisions 
to cut fares for Uber’s premium service. Instead of empathy or even 
tolerance, the driver’s comments were met with scorn. Finally, Wells 
Fargo’s results-at-all-costs mindset led to millions of fake accounts 
being created. 

These are glaring examples of CEOs whose focus on financial and 
personal success damaged their company’s culture and bottom line 
— and then they blamed others when things went poorly. While 
highly public company crises are somewhat rare, each and every day 
C-suite executives and business owners worldwide are falling victim 
to their own egos — egos which are preventing them from making 
sound business decisions, unconsciously setting poor examples for 
their employees and creating a culture where poor customer service 
and underperformance are an acceptable way to work. 

Every organization must decide whether they will allow their 

How 4 Ego-Driven Deeds Are 
Destroying Your Organization
What can you do about it?

By Brandon Black and Shayne Hughes

http://web.hr.com/7hcy


companies to be determined by an ego-driven culture or one that is 
ego free. Many of the employees at the organizations we’ve worked 
with are talented and hardworking, but have underperformed in their 
potential in proportion to the severity of these four dysfunctions.

Below are four ego-driven personality traits that, at best, are undermin-
ing a company from realizing its full potential and, at worst, can cause exec-
utives to irreparably damage their business’s reputation and performance. 

1. dismissing Feedback
The Symptom: Not listening to other points of view can lead to 

negative unforeseen and significant consequences in profitability, 
reputation and employee morale.

The Source: Every leader knows they should listen, but the ego 
wants to win, be right and avoid appearing incompetent or stupid. 
When these ego threats are triggered, it is almost impossible for leaders 
to constructively hear others and take to heart what will be best for 
the overall business. In the case of Munoz, his initial public response 
regarding the passenger pulled from the plane was to criticize the 
passenger and the lack of “proper tools, policies and procedures.” De-
flection by a leader is invariably an ego-driven disaster in the making.

“When leaders are defensive or abrasive, it triggers simi-
larly dysfunctional behaviors in their colleagues. It doesn’t 
matter what poster you put up on the wall. Dominant orga-
nizational dysfunction will not decrease until leaders identify 
and overcome their personal ego-system reactions,” says Black. 
The Solution: A culture of trust and transparency starts at the top. 
This means that the CEO, executive or business owner must be highly 
— and visibly — receptive to input and feedback — especially when 
they disagree. For example, notice when you are sure that you are 
right and ask your team to tell you what you are not seeing or hearing

2. The Blame Game
The Symptom: When things go wrong, our ego involuntari-

ly points the finger at others. Our focus is on who’s incompetent, 
doesn’t get it, or never should have been put in that role. Painting a 
bleak picture of the company, co-workers, our customer base, etc., 
may make us feel better, but often makes us look worse.

The Source: For the ego, being wrong or at fault (especially in 
public) can feel like death. Let’s face it: Everyone wants to be the hero 
and no one wants to be the fall guy. When blame is the name of the 
game, it is the rare leader who can own his or her responsibility first. 

The Solution: A leader must first call out the fact that the blame 
game is going on, making it too risky for anyone to take responsibility 
for anything. By humbly owning their (or the team/company) part 
of the problem, the leader sets the example for others to “look in the 
mirror.” Leaders who are secure enough to say “I screwed up” create 
a culture where employees hold themselves accountable. 

How much better off would Munoz have been to acknowledge 
that his policies directly or indirectly contributed to passengers being 
deplaned in such an un-customer-focused way? Or what about recog-
nizing from the start that this was not an action consistent with the 
values of the company? Owning a problem requires doing the right 
thing above the ego-driven goal of “looking good.” All leaders know this 
intellectually — but when the ego is threatened, the brain stem takes 
over and we react ineffectively.

3. Us. vs. Them
The Symptom: Human Resources is frustrated with Operations, 

Sales ignores HR, and everyone is mad at IT. In this common climate 
of mistrust, performance issues don’t get addressed, and departments 
fight over who’s in charge instead of coming together to achieve the 
organization’s goals.

The Source: While everyone may complain about turf wars, there 
is a hidden side benefit to the ego. Any lack of performance can be 
passed off as the failure of another person, group or department, 
and we get to be right that if they had just listened to us, everything 
would have turned out fine. The unchecked ego will choose being 
right over making progress. 

The Solution: One way to break this deadlock is to acknowl-
edge the conflict and seek to understand how you are contrib-
uting to the problem. How are the other side’s frustrations with 
you true? What are the consequences on the organization’s perfor-
mance of your turf war? What common goals can you align on? 
That other group you think doesn’t get it actually feels just like 
you do. If you put your ego aside, they more than likely will too.  

4. Avoiding Conflict
The Symptom: Performance and interpersonal issues don’t get 

addressed directly. Too often, leaders sugarcoat, vent to others or just 
move folks from role to role. As a result, productivity suffers, employees 
feel unengaged and important matters are left to fester.

The Source: Almost no one wants to appear mean or uncaring, 
and even senior leaders resist being disliked. So we tell ourselves that 
we don’t want to hurt the other person’s feelings by being too direct. 
At a visceral level, we avoid putting ourselves in the uncomfortable 
position of having a direct discussion about a delicate issue. 

The Solution: “There are three steps to overcoming this ego threat,” 
says Shayne Hughes, co-author. “Start by sharing with the other person 
the discomfort you feel at bringing up the issue. Then let them know 
what your intention is for the conversation,” says Hughes. “Finally, 
state your observations about their behavior, not your conclusions.” 
One leader’s vulnerability can lead the way for someone else to face 
their fear of conflict, and encourage them to be more open to feed-
back — see point 1. LE

How 4 Ego-Driven Deeds Are Destroying Your Organization

Brandon Black and Shayne Hughes are co-authors of the newly released book “Ego Free Leadership: 
Ending the Unconscious Habits that Hijack Your Business,” written from their personal experience 
about ego-driven decisions and discovered ways leaders can proactively avoid making those missteps. 
Connect Brandon Black
Connect Shayne Hughes
Follow @shaynehughes

Would you like to comment? 
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Janel O’Connor

Organization: Sikich LLP
Program: Sikich University: Sales Leadership 
Academy
Program Director: Emily Young
Email: emily.young@sikich.com
Visit: www.sikich.com/

#AWorldInspired          LEAD2017 

What is the overall objective of your program?
The Sikich Leadership Academy is a three track experience that guides employees 

through a variety of leadership competencies.  The first track develops participants 
into team players through refining listening skills, understanding and accepting 
various styles of communication, tapping into the diversity within our organization 
surrounding generational, gender, cultural, geographic, and personal history diversity, 
managing conflict with colleagues, and understanding the beginning stages of self 
awareness.  After the first track is completed (18 hours of training), learners move 
into the second track of the program, which focuses on managerial development.  
Competencies addressed within this track are managing the various communication 
styles on your team, setting goals and expectations, situational leadership, delegation, 
evolving through dysfunction, building trust, embracing and mediating conflict within 
your team, and self awareness.  After learners complete the second track (25 hours), 
they have the opportunity to apply for the third and final track: Sikich Leaders.  This 
is the highest level of leadership training, which focuses on judgement within leader-
ship, vulnerability based leadership, vision, executive presence, and sponsoring others.  
Sikich Leaders is a two-year, 35-hour cohort.  All tracks utilize a blended delivery 
method with eLearning, live instructor-led, virtual instructor-led, and self-study.

Who do you impact with your program?
The Sikich Leadership Academy has created a substantial impact for learners and 

satisfies the leadership needs of the entire Sikich population with the unique three 
track system.  In order to embrace accelerated learning processes, the program evolved 
in 2016 by removing leveling requirements for admittance into the unique tracks.  
This allowed dedicated individuals to quickly progress within their leadership mastery 
regardless of title within the firm. 

Upon joining the Sikich team, the Core Development track is activated.  However, 
annual learning coaching sessions with the design team allow track customization 
based on competencies satisfied with a previous organization.  

What are the lessons you’ve learned this year from facilitating your program?
Growth is a constant and welcomed aspect at Sikich, and scalability of learning 

programs is key when providing economical training.  In the past year, we experienced 

A Three Track Experience!
Our editorial team interviewed Janel 
O’Connor from Sikich LLP at the 
LEAD2017 Awards this past February. 
Here are some excerpts from the exclusive 
interview.
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multiple acquisitions, which quickly launched the Sikich presence from 
fourteen to twenty-one physical offices.  The lesson of maneuvering 
scalable, high quality, and quickly revisable programming came to 
light.  Due to growth levels exceeding the Learning and Development 
strategic plan projections, we transitioned from a hybrid learning ap-
proach to a full blended learning methodology.   

Delivery methods within the Leadership Academy now exhibit 
this through customized eLearning, ILT, VILT, and social learning.  
Many of the traditional ILT sessions have been adapted to the VILT 
environment by spreading the content over multiple days to make the 
content nugget-based and actionable.  With this transition, we have 
learners across offices and service areas collaborating synchronously in 
virtual instructor led training sessions, and then asynchronously using 
Wikispaces to discuss key concepts within the class and participate 
in self study exercises.  

How do you measure the return on investment and success of the 
program?

The Sikich Leadership Academy, along with other opportunities 
available through Sikich University, is widely seen as a significant 
benefit to employees and partners.  The track approach allows for 
built-in measurement as learners progress through the curriculum.  

During stay interview discussions, employees share their appreciation 
for the content available through Sikich University, saying it encour-
ages them to stay at a company that continues to invest in its people.  
This is a positive effect on program participants and for Sikich overall.

Feedback from program participants is positive and encouraging.  

Evaluations capturing Kirkpatrick Level 1 data support an overall 
program satisfaction score meeting or exceeding 4.3 on a 5.0 scale.  
The qualitative feedback on the evaluations also reinforces the effect 
the program has on our learners and their development within the 
program.  

As the change in delivery method was expedited this year, our cost 
per learner has significantly decreased from previous years.  Cost per 
learner decreased 30% with the new model.  With sessions running in 
the virtual environment, we eliminated costs surrounding facilitator 
travel, learner travel, and program delivery.  

What lies ahead for the program and how will it continue to 
succeed?

The Sikich Leadership Academy will continue to evolve ahead of 
our learners to constantly push innovation and creativity throughout 
the organization.  Our learners are agile and willing to try new learn-
ing aspects in order to facilitate the accelerated learning expectations.  

Planned areas of exploration for this program within the next twelve 
months include ongoing social learning collaboration between learners 
outside of a structured course, and the implementation of teach-back 
exercises with track graduates taking ownership and teaching specific 
modules mastered.  This supports Level 3 and Level 4 evaluation, with 
the larger impact on the organization being the act of stewardship. 
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Carrie Chin

Organization: Sikich LLP
Program: Sikich University: Team Building 
Module
Program Lead: Emily Young
Email: emily.young@sikich.com 
Visit: www.sikich.com

#AWorldInspired          LEAD2017 

What is the overall objective of your program? 
Sikich University seeks to embrace the true culture of our firm, which includes 

innovation, teambuilding, entrepreneurship, and high performance. We stress to 
participants that although Sikich is experiencing annual growth at over 16%, we 
maintain a small firm’s mindset and understand that our relationships and successes 
are built one day at a time. The successful teambuilding exercises through Sikich 
University have facilitated authentic relationship growth across the firm.

Who do you impact with your program? 
Sikich University promotes new hire learner confidence through the New Joiner 

Core program with teambuilding and relationships formed with those in each “start-
ing class”.  Exercises include a service area Speed Networking Challenge, simulations, 
pairing icebreakers and solution-based problem solving through conversations on 
Performance Management, Data Security, and Anti-Harassment.

Teambuilding is also used extensively in our Sales Leadership Academy.  This 
program consists of nine unique learning courses through live instructor-led training, 
micro learning, social collaboration and eLearning over a 24-36 month timeframe.  
Learners work together through social learning activities and negotiation activities.  
The last and most intensive use of teambuilding takes place within the final learning 
asset of the program, where teams of six from various service areas work through a 
business development project over six weeks.

Lastly, when custom teambuilding modules are designed, a Sikich University lead 
works directly with Partners and Managers to determine specific skill gaps and to 
discuss team conversations and desired outcomes.  After the scope and activity is 
designed, a training lead will facilitate the exercise and provide follow-up options to 
the Partner or Manager to continue the conversation.  

What are the lessons you’ve learned this year from facilitating your program? 
A lesson we have learned is the importance of gathering feedback, which we believe 

we did exceptionally well this year.  We gather feedback after each day of the program 
in a formal evaluation. Since New Joiner Core is a continuous work in progress, the 

Embracing The True Culture of 
Our Organization
Our editorial team interviewed Carrie 
Chin from Sikich LLP  at the LEAD2017 
Awards this past February. Here are some 
excerpts from the exclusive interview.
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content is ever evolving to match the pace of the firm. To keep the 
program relevant, feedback is reviewed and updates are made for the 
next iteration.

How do you measure the return on investment and success of the 
program? 

Evaluation data supports the fact that attendees go back to their jobs 
with energy and enthusiasm about working for Sikich.  The data also 
supports that attendees want to continue learning about the Sikich 
service areas.  Both of those items relate directly to the short and long 
term goals of the program. 

Our participant feedback includes:
•	 “Excellent opportunity to learn about the company and to meet 
 others from around the company that you might otherwise not 
 have the chance to meet.”
•	 “Great chance to connect with other new hires and some sea
 soned staff.  Lots of useful info, some too soon to be understood.”
•	 “I would describe it as a fun and interactive way to get to know 
 a great company and to get excited about your future working 
 with Sikich!”

•	 “It was an informative and fun experience. There were many 
 opportunities to socialize, meet new coworkers, have fun and 
 learn about the company.” 
•	 “The New Joiner Core Program helped me really feel at ease with 
 the company. It was a nice transition into the firm so we   

 weren’t just thrown in and expected to know everything.   
 Wonderful program!”

What lies ahead for the program and how will it continue to 
succeed? 

We will continue to offer teambuilding opportunities within Sikich 
University courses as well as custom standalone modules to meet 
the needs of our business.  We will not be in the situation where 
the program content or structure becomes stagnant.  Achievement 
is measured based upon meeting the short and long term goals, and 
adapting to the continuous evaluation process.  Our Sikich University 
team drives the program structure, content and logistics, and will 
continue to monitor the quality of the various teambuilding programs 
and adjust accordingly.
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Lorraine Serva

Organization: Iron Hill Brewery & Restaurant
Program: Reflections
Program Director: Lorraine Serva
Email: lorraines@ironhillbrewery.com
Visit: www.ironhillbrewery.com
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What is the overall objective of your program?
Our vision is to ensure that training is used on the job. Learning hasn’t really oc-

curred if all you do is attend a class. Think about being taught to ride a bike in a 
classroom. You heard what needs to happen, you understand, but you can’t ride a 
bike yet.  Employees need to use the learning, and practice until they become good.

The reflection program is about priming the learning before it occurs and then   
cementing the learning once the employee is back on the job.

1. Managers are trained in coaching skills so that they know how to have devel  
 opmental conversations 

2. HR has created reflection documents as job aids 
3. The manager is encouraged to have a conversation prior to the class about   

 what they want the employee to get out of the class 
4. After the class, the reflection document provides guidance for the manager   

 on  what behaviors to look for, and provides reflection questions the manager  
 can use to help cement that learning 

5. The manager can also implement an individual development plan if it is a   
 more in depth behavior that the employee is learning (HR created plug-n-  
 play IDPs for this purpose)

Who do you impact with your program?
All managers

What are the lessons you’ve learned this year from facilitating your program?
While it is a great idea, trying to get everyone to follow through is challenging. So 

we added tailored reflection sheets to each class, as a task that needs to be completed. 
Basically, we push the information rather than relying on managers to find and use it.  

We are thinking about using our LMS virtual groups for this purpose. 
 Perhaps we will make the employee who took the training responsible instead of the 

manager.  The employee has a vested interest in succeeding. We need to share successes.

Ensuring Your Training 
Investments Are Effective 

Our editorial team interviewed Lorraine 
Serva from Iron Hill Brewery & 
Restaurant at the LEAD2017 Awards 
this past February. Here are some excerpts 
from the exclusive interview.
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How do you measure the return on investment and success of the 
program?

We look at whether Individual Development Plans were put in place 
to build the skill after the class. We get qualitative data on whether or 
not the employee is using the skills. We track promotions.

What lies ahead for the program and how will it continue to 
succeed?

Our company is in rapid growth mode. We need to develop enough 
employees to open all the new restaurants/breweries. This program 
must succeed if our company is to grow successfully.  We have all the 
supporting elements to sustain this program: Development is in job 
descriptions, performance reviews, we have development bonuses, etc.  

We need to continue to improve the program, and continue to 
show its value so that managers will continue to use it. Our Director 
of HR just completed a certification program on training evaluation 
and will be improving the way we evaluate training programs.
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“The secret to success is good leadership, and good leadership 
is all about making the lives of your team members or workers 
better.” -- NFL Coach Tony Dungy

Leaders understand this mindset and strive to live it every day. 
And while it seems simple in theory, it’s not easy in execution. Yet, 

time and again, the most successful leaders find a way to overcome 
obstacles and create vibrant, powerful cultures within their organiza-
tions. How? Because leaders who instil successful, lasting change share 
three distinctive traits that help them find the ideal balance between 
performance, accountability, and humanity to create better places to 

Profile Of A Successful Culture 
Change Leader
Do you have the 3 Cs? 

By Gregg Lederman
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work, while still achieving business results. 
These traits can be boiled down to 3 Cs: Compassion, Courage, 

and Commitment. 
When leaders have a healthy combination of those three quali-

ties— and show their employees that they do— meaningful and 
sustainable culture change follows naturally. And while the words 
themselves may seem fairly obvious, it’s important that each facet of 
the 3Cs be properly understood in order to fully incorporate them 
into your management style.
Compassion

When it comes down to it, wanting to make a real culture change 
has to start with having heart. 

Instinctively, CEOs care about business metrics, like profitability, 
growth, and retention. But the CEOs who also lead with Compas-
sion, or “heart,” believe that the quality of an organization’s culture 
is an equally important measure of success. Great leaders know that 
creating a purpose-driven environment where employees are engaged 
is, by itself, a desirable outcome.

Leaders high in Compassion can be heard saying:
“The numbers are important, but I want it to feel good to work here.”
“Our culture has a competitive advantage that attracts, and helps us 

keep, the best people.”
“The ROI on culture may sometimes be hard to measure right away, 

but it shows up in the extra effort and teamwork our employees demon-
strate every day.”

Ultimately, leaders who demonstrate Compassion want their em-
ployees to have a great place to work, to take pride in their company, 
and to be passionate about the work they do.  
Courage

In order to build a passionate team, leaders need to be courageous 
in their mission to achieve their desired culture. If you’re a leader who 
has attempted multiple culture improvement initiatives that didn’t 
yield results, you’re not alone. Many leaders have been in the same 
boat— but what sets a good leader apart is Courage and willingness 
to continue trying. What can often happen is that everyone wants 
change, but very few are willing to change.

But to create real change, you need to actively do things differ-
ently—and sometimes that requires Courage.

Take this story for instance. The CEO of one of our clients made 
a promise to his team: If his efforts to drive culture change were not 
successful in three years, he would resign. (Let that sink in.)

Bold? Perhaps. Risky? Very. So why did he do it? 
He realized that his team was discouraged after living through 

several failed culture initiatives, and that lasting change (and better 
morale!) would only occur by continuing to try something different. 

Two years have passed, and the work environment is becoming the 
one he sought to create. The Courage he had in trying something 
new, then owning it from a leadership perspective, was proof to his 
employees that he took the initiative seriously, and that the consistent 
focus on it isn’t going away… and, as a result, neither is he.  
Commitment 

This is the most crucial of the 3Cs, and for good reason. 
One of the biggest reasons engagement programs remain an “initia-

tive” is because leaders don’t make a Commitment to them for the 
long haul. Employee engagement is not something you launch, then 

sit back and expect everyone else to do. Leaders who lead vibrant, 
engaged workforces are the ones who commit to these best practices 
and do them consistently:   
•	 Model the expectations. Define your culture with actionable, 
 company-wide behaviour expectations. When leaders demon
 strate these behaviors consistently, the workforce follows suit.
•	 talk about it. Behaviors can’t exist solely on posters or job 
 descriptions. You need to implement them in performance 
 reviews, and highlight them in one-on-one meetings with team 
 members.
•	 Recognize and share good work. Leaders who consistently 
 recognize the actions their employees are taking— specific 
 behaviors that have a positive impact on co-workers, customers, 
 or the business— are tapping into what employees crave: a 
 culture of appreciation for the work they do. 
•	 discuss survey results. When employees take the time to submit 
 their feedback, their expectation is that someone is listening. 
 Leaders who discuss survey results with their teams, then iden-
 tify and act on opportunities for improvement, show employees 
 that their input is valuable. 
•	 Hold yourself, and others, accountable. Hold yourself to the 
 same set of standards that you do your employees. Lead by 
 example! 
Most of all, Commitment in relation to culture change simply 

means pushing through difficult times. While change never comes 
easy, creating a stronger culture of respect leads to both higher reten-
tion, and higher productivity. A good leader knows that leading an 
engaged workforce is not only the right thing to do, but the smarter 
way to do business, too. LE

Profile Of A Successful Culture Change Leader

Gregg Lederman is the founder of Brand Integrity as well as a highly-acclaimed 
speaker and best-selling author. Over the past 15+ years, Gregg has worked with 
tens of thousands of business leaders and managers to implement a sustain-
able engagement solution—one that goes beyond rewards and “thank-you” 
programs and positions companies to become even better places to work while 
creating customers for life. Gregg is the author of the New York Times and USA 
Today best-selling book, ENGAGED!: Outbehave Your Competition to Create 
Customers for Life, which outlines the eight principles to increase employee 
engagement through the common success factor of trusted leadership. This is the 
basis for his most sought-after keynote, “Essential Habits of Trusted Leadership.”   
Visit gregglederman.com
Connect Gregg Lederman
Follow @gregglederman
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Stephen Kennedy

Organization: Synchrony Financial
Program: Synchrony Financial Business 
Leadership Program (BLP)
Program Director: Stephen Kennedy, Vice 
President, Leadership Programs. 
Email: Stephen.Kennedy@syf.com
Visit: www.synchronyfinancial.com
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What is the overall objective of your program? 
The Business Leadership Program (BLP) is Synchrony Financial’s two-year, three-

rotation leadership development and career acceleration program. Aimed at building 
domain, company and industry expertise, the BLP incorporates real-world experience 
with cross-functional, customer and community service experiences that not only 
develop participants as leaders, but as people. As a BLP, participants work alongside 
and learn from experienced professionals, challenging them to develop their skills in 
an accelerated work environment with real impact.

Our mission is to re-write the script on traditional leadership development programs, 
by leveraging an innovative approach focused on coupling real world experience with 
cross-functional engagement. We not only want to develop our future leaders, but 
more importantly passionate, empathetic individuals, eager to support colleagues 
and customers alike. 

From a business perspective, our goal is to groom high performing future senior 
leaders of our organization. At our core, we want our team to understand all aspects 
of our business, while providing them with meaningful work. That’s why we expose 
BLPs to functions and career options they may not otherwise have considered. We 
have five unique tenants that guide our program:
•	 Cross-Functional Collaboration
•	 Focus on the Customer
•	 Access to Senior Leadership
•	 Training and Development (functional and leadership)
•	 Service to Others

Who do you impact with your program?
The Business Leadership program is designed for high-performing, high potential, 

recent college and master’s degree graduates.

Developing Great 
Future Leaders
Our editorial team interviewed 
Stephen Kennedy from Synchrony 
Financial at the LEAD2017 
Awards this past February. Here are 
some excerpts from the exclusive 
interview.
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What are the lessons you’ve learned this year from facilitating 
your program?

We engage our participants to help us evolve our program in a way 
that is impactful to both the participant and the business. Commu-
nication and engagement-focused initiatives include:

BLP Forums: Quarterly town halls for all BLPs to discuss topics 
of interest 

Program Manager Office Hours: Weekly blocked time to discuss 
personal, program related questions 1-on-1. 

Functional track Meetings: Functional leaders host 1-on-1 and 
team meetings with participants. 

Committees: Self-directed committees focused on onboarding and 
assimilation, community service, communication, and more.

BLP Connect: Participant-conceptualized and implemented plat-
form connecting all BLPs bi-weekly to discuss projects undertaken 
by our class. 

Rotation Quality Assessment: Survey administered at the 
completion of EACH assignment; data is shared with track and 
executive leadership teams for any needed program adjustments. 
Sync-Up: During their spring semester, incoming BLPs/Interns attend 
a three-day SYF conference to learn about our business and engage 
with one another and leaders.

Shadow days: Students who get an intern offer are invited to visit 
an SYF site (on us) to shadow a BLP; they are immersed in our culture 
while gaining a realistic view of our company, people and work.

BLP Mentorship Program: Coordinated by our diversity networks; 
connecting BLPs to leaders throughout the business.

How do you measure the return on investment and success of the 
program?

Our BLPs are critical to the long-term success of our business. We 
therefore go to great lengths to ensure the business – and the partici-
pant – are receiving ROI. Ultimate success will be determined by 1) 
the number of program graduates that ascend in to leadership roles 
across the program and 2) interest from across the business to have 
BLPs support their work and projects. This demand for participation 
will affirm that we are hiring the best students possible and that they 
are adding value back to our business. To ensure that we are setting 
the business (and our participants) up for success we launched a new 
program last year: the BLP Talent Planning Reviews. Modeled after 
the organization and succession review (OSR), each year, the program 
leadership team sits down with each functional executive (CFO, 
CMO, CHRO, etc.) to review, by name, each participant within 
their function, their performance to date and general opportunities 
we have to enhance the Business Leadership Program. This annual 
listening practice is a key component to sharing best practices across 
the program and ensuring executive awareness of our people.

What lies ahead for the program and how will it continue to 
succeed?

Like most initiatives, our Business Leadership Program will succeed 
through the support and engagement of our people. We had nearly 
200 SYF employees support our Business Leadership Program in one 
way or another in 2016. That doesn’t count the ~100 BLPs we had 
on program. As we graduate classes of BLPs each July, we’ll rely on 
their feedback, participation, mentorship and engagement to help us 
bring our program to the next level of excellence. 

We believe we’ve built an incredible and unique, experiential, 
customer-led model for our Business Leadership Program. Together 
with our business partners, participants and graduates, we’ll continue 
to enhance our offerings, innovate our programming, refine our pro-
cesses and challenge the status quo.  
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By Judith E. Glaser

And it’s really sticky!

Culture Glue 

We all go through our own version of an identity crisis at least 
once in our life. Should I be a doctor, teacher, entrepreneur, or CEO 
of some global company?  We all want to know where do I fit into 
the world, and where can I make my best contribution.

For example, I discovered I was an Organizational Anthropolo-
gist after struggling for a few decades, taking course after course and 
program after program, looking for what was right for me.  Ultimately, 
I had to invent the unique identity that fit me—I was then set free to 
focus on doing it rather than worrying about it (and I love what I do).

I study the intersection of leadership, culture and brand—and help 
leaders describe, deconstruct, and transform their organizations—
leading to higher performance.  

From the Eyes and Heart of an Expert
After studying cultures for three decades, I discovered that great 

leaders, great cultures and great brands share something in common—
the “glue” of Conversational Intelligence®. When we facilitate great 

conversations with our internal colleagues and external partners, we 
shift the energy in relationships toward positive and mutually beneficial 
outcomes. Great conversations are transformational, providing leaders 
with insights like those we get from a great coach who has the amazing 
ability to activate the wisdom we have inside of us and to give us the 
courage to use that wisdom to enhance the lives of everyone around us.  

For example, former NFL quarterback Fran Tarkenton displayed 
conversational agility skills when he created “the play inside the play,” 
meaning that in the moment he could stop action, reframe, refocus 
or redirect a play—and get back on the field with new moves.  You 
get unstuck from things that don’t work right and reset your game 
again. Fran makes calls and everyone knows how to move on the field. 

C-IQ teaches you how to be more strategic, more we-centric, to pass 
the ball to others rather than running the field alone. You learn to 
see the whole field and shift in the moment and work with others to 
execute the game plan. By seeing the bigger picture and holding that 
in your mind in a strategic way, you facilitate big plays with others.
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Great leaders, like great coaches or quarterbacks, teach the players 
key words for moves or plays that intend to execute together.   The 
signal can be a word, number or symbol that everyone knows and 
applies on the field. 

The Multi-dimensions of Conversation
Conversations are not just a one-dimensional sharing of information, 

they are multi-dimensional and understanding how to access the right 
dimension for the best fit with the situation is the art of conversations.

With C-IQ, we have three levels of conversation, each representing 
a way of interacting with others. When a team, partnership or company 
learn C-IQ together they can learn how to get into sync together in 
extraordinary ways and as a result the work they do together elevates 
results to heights never before achieved. When a leader says, “we need 
to move to Level III,” everyone knows what that means and moves in 
sync into that behavior. It transforms a team of leaders in seconds. 
The coach calls the play, and everyone knows what to do, instantly.

 Level i: Transactional Conversations include interaction dynam-
ics such as “asking and telling” to confirm what we know and to give 
people a platform for giving and receiving information from each other.

Level ii: Positional Conversations include interaction dynamics 
such as “advocating and inquiring” to defend what we know and to 
give people a platform for having a strong opinion about something 
and letting others know what that position or opinion is. We are less 
open to influence and more interested in selling our ideas.

Level iii: Transformational Conversations, also called co-creating 
conversations, include interaction dynamics such as “sharing and 
discovering” to ask questions for which you have no answers, listening 
to collect and discovering what we don’t know we don’t know and 
sharing insights and wisdom. This generative way of having conversa-
tions leads to more innovative insights, more disruptive thinking and 
deeper listening to connect to others’ perspectives.  People are more 
candid, more trusting, and more open to influence. 

When a team leader knows the calls and can identify which level of 
conversation to operate from, the rest of the team gets into position 
and executes plays successfully to score more points for the team. The 
coach can access people’s best skills for the position they need to be 
in, and the team can win more games!

Overcoming the Addiction to Being Right 
When we feel strongly that our point of view is right, our brain 

focuses on looking for evidence. We stop listening to other perspectives 
and fight for our point of view. We create a culture of conflict avoid-
ance when others fear engaging with us.  Leaders who are addicted to 
being right tend to think that all others are wrong and fail to see and 
acknowledge their negative impact on the culture.

 Conversational Rituals Shape the Conversational Space
Conversational Rituals are how we architect a conversation, how 

we structure the interaction dynamics of a conversation. They activate 
the neurochemicals that drive our conversations and behavior. Rituals 
hold all cultures together because they are sticky! They are the norms 
or how we do things around here. Conversational Rituals are what 
makes, moves and manifests culture, relationships and engagement. 
Rituals define a culture and transfer to each generation the norms 
that work to hold us together.

Just as conversational rituals embody what to do, conversational 

taboos embody what not to do. For example, it may be taboo to tell 
a boss you disagree with him, or to upstage her. When you engage in 
a taboo, you usually get into trouble. 

The word culture is an ‘abstract term’ that includes ‘how we do 
things around here, along with many other behaviors that are visible 
and invisible. Culture includes both visible and invisible things that 
drive us to connect or disconnect with others. Neuroscience research 
has identified ‘isolation’ as the pivotal most important reason why 
people get sick, and fail to achieve their goals. Isolation is like living 
with a phone that rings but ‘no-one answers.’

Conversation rituals create culture that activates ‘the glue’ of 
success. Since conversational rituals embody what to do and conver-
sational taboos embody what not to do, we build communities and 
cultures as we engage with others over time. We can create a culture 
of trust using conversational intelligence skills.  As the C-IQ skills 
evolve from Level I to Level III and people get better at using them, the 
culture evolves. When you start with the basics and build on a strong 
foundation, your C-IQ skills improve and create a culture of trust.  

C-IQ starts with five foundational skills: 1) Listen to connect; 
2) Ask questions for which you have no answers; 3) Prime for Trust; 
and 4) Sustain Conversational Agility and 5) Double-clicking to get 
inside of what others are actually seeing, feeling and want to say.

You don’t have to be an Organizational Anthropologist like me to 
learn the core conversational skills and practice them every day. When 
you decide to experiment with C-IQ Essentials and core methodolo-
gies, you’ll see a shift take place in your leaders, culture and brand. A 
sense of personal identity and responsibility emerges that propels your 
organization forward—not as individual I’s but as a team of WE’s.  

Power-Up Your C-iQ Skills for Mutual Success
The power of healthy, transformational conversations can’t be 

measured on one dimension alone. It impacts all three levels—lead-
ership, culture and brand. C-IQ helps leaders describe, deconstruct, 
and transform their organizations – leading to greater mutual success.  
Getting to the next level of greatness depends on the quality of the 
culture, which depends on the quality of relationships, which depends 
on the quality of conversations. Everything happens through con-
versations. LE

Culture Glue

Judith E. Glaser is the CEO of Benchmark Communications, Inc. and the Chair-
man of The Creating WE Institute. She is an Organizational Anthropologist and 
the author of seven books including the best selling book Conversational Intel-
ligence (Bibliomotion, 2013), as well as a consultant to Fortune 500 companies.
Visit  www.creatingwe.com; www.conversationalintelligence.com
Connect Judith E. Glaser
Follow @CreatingWE

Would you like to comment? 

25Submit your ArticlesLeadership Excellence Essentials presented by HR.com | 08.2017

http://www.creatingwe.com/
http://www.creatingwe.com
http://www.conversationalintelligence.com
https://www.linkedin.com/in/judith-e-glaser-8b020b/
https://twitter.com/CreatingWE
http://web.hr.com/9ug8w
http://web.hr.com/7hcy


Daniel Starobin

Organization: Financial Finesse
Program: Building a Team of Olympic 
Superheroes
Program Director: Daniel Starobin, Senior 
Director of Operations
Contact: Daniel Starobin
Email: Daniel.starobin@financialfinesse.com
Visit: www.financialfinesse.com

#AWorldInspired          LEAD2017 

What is the overall objective of your program?
Financial Finesse is a company with a social mission:  to build a financially healthy 

society.  To do this means evoking a shift in the status quo for obtaining financial guid-
ance and advice. This requires hiring employees with a unique mindset and creating 
a team of what we call “Olympic Superheroes”: extremely talented entrepreneurial 
people with diverse skills and backgrounds, blending their unique talents together to 
essentially change the world.  Accomplishing such a lofty mission—especially with 
under 50 employees--means we had to zero in on how to mobilize a small team to have 
a very significant impact through a combination of business practices that maximize 
the potential of each individual employee. This has become the foundation of our 
training and coaching program designed to bring out the “Olympian,” the very best, 
in all employees.  The training program is centered around:      

1) Achieving strategic business goals                                                                                                                                                          
2) Maximizing individual talents                                                                                                                                
3) Enhancing team effectiveness      
We’ve found that investing in human capital is essential to our continued business 

growth and leveraged our small size as a key strength to create an environment that 
fosters continual innovation, excellent execution, and thoughtful expansion focused 
on improving growth and quality at the same time.

Who do you impact with your program?
All Financial Finesse employees go through our training and onboarding program. 

Building a Financially Healthy 
Society

Our editorial team interviewed 
Daniel Starobin from Financial 
Finesse at the LEAD2017 Awards 
this past February. Here are 
some excerpts from the exclusive 
interview.
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3
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6

B E S T  C U S T O M E R
S E R V I C E

L E A D E R S H I P
T R A I N I N G

B E S T  U S E
O F

T E A M
B U I L D I N G

26

http://www.financialfinesse.com


We’ve found that we have a very unique culture that for many who’ve 
come from a corporate environment, especially on our planner team, 
find it difficult to adjust to a nimble, small sized company without 
the training and mentorship that we provide through the program.

What are the lessons you’ve learned this year from facilitating 
your program?

Our high performing team that is equally full of passion for the 
mission has high expectations of any program they allocate their time 
and energy to, so we’re constantly kept on our toes to deliver an im-
pactful experience that contributes to our employees continued thirst 
for knowledge and growth and one that is continuing to impact the 
success of the business.  As we expect our employees to be nimble with 
the business, we need to continue to be nimble and innovative with 
our program. We’ve identified the foundational framework valuable 
to keep consistent, such as the 3 channels of the program – onboard-
ing training, ongoing individual training, and team building, and we 
identified opportunities to continue to evolve in ongoing training 
topics covered and team building events.  

How do you measure the return on investment and success of the 
program?

We measure success of our program in several tangible and non-
tangible ways. The most important to the company is measuring direct 
revenue increases; last year, revenue increased by a compounded annual 
rate of 53% since the initiative was originally piloted, and we are on 
track to grow revenue by over 100% this year.  Profits have increased 
even more rapidly, as productivity has increased.

Second, we look at the impact we’re having on our client and em-
ployees. Financial Finesse expanded our reach from over 1 million 
employees to over 2.4 million employees.  At the same time, we 

increased revenue per client from approximately $75,000 annually 
to just over $225,000 annually for all new engagements, with plans 
to increase pricing in 2018 based on market demand for personalized 
financial coaching our team members provide, along with expansion 
of the majority of existing client engagements due to increased em-
ployee demand and the development of ROI studies to measure the 
effectiveness of the service.      

What lies ahead for the program and how will it continue to 
succeed?

We are planning to make targeted enhancements to the programs 
each year, focused on the needs of our employees so they can be suc-
cessful in their roles and continue to develop, to be challenged and 
to be fulfilled professionally.  As our lead of HR, I am responsible for 
driving the programs and partnering with other leaders to ensure ef-
fective implementation, this process is reviewed quarterly.   Financial 
Finesse does continuous research on what innovation tools and training 
approaches are currently being offered to build great teams.  While 
keeping the needs of the business in mind first, more innovative and 
highly impactful programs may be incorporated when they make sense.   

We also have a set of cultural standard to always allocate a budget 
and prioritize team building programs.  We are a service-oriented 
business and the success of the business and the impact we make with 
clients will always come from what employees deliver.  So, while the 
programs may shift and pivot depending on needs, there will always 
be a fundamental commitment to the program from both a monetary 
and a strategic objective standpoint.

#AWorldInspired          LEAD2017 
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Chad A. Hall

Organization: Regional Steel Products, Inc.
Program: Regional Steel Products, Inc. Quality 
Control Program
Program Director: Chad A. Hall
Email: chad@regionalsteel.net
Visit: www.regionalsteel.net

#AWorldInspired          LEAD2017 

What is the overall objective of your program?
The overall objective is to obtain a competitive advantage in our markets by being 

the best at what our customers value most: quality performance. 

Who do you impact with your program?
Externally: Our customers. Our customers use our products in a wide variety of 

applications and depend on us to get them the correct material based on their designs.
Internally: Our warehouse and fleet teams. We use a collaborative, team-based 

approach between our management team and employees to make sure we were 
training and evaluating everyone on performance standards that were identified as 
key to our quality control initiative.  A Behaviorally Anchored Rating Scale (BARS) 
was established with input from employees and supervisors so that everyone knows 
exactly what is most important. It has made evaluations something employees look 
forward to because they are rewarded for their efforts through a Pay-for-Performance 
Program and they know exactly what to expect before the evaluations occur. They 
are in control of their scores based on the criteria they established and this has had a 
major boost in performance and morale!

What are the lessons you’ve learned this year from facilitating your program?
Reaffirmation that what gets measured gets done. 
We all always want to know how the score is being kept. Daily tracking makes that 

easy for our leadership team as well as employees! 
Before we officially launched the program our company was averaging 17 loading 

errors a month. The simple act of launching a tracking system dropped that average 
down to 7 per month nearly right away. Today we are celebrating our first back-to-
back years (2015 & 2016) of 1 loading error per year!

How do you measure the return on investment and success of the program?
For this program, it is very easy to quantify. A typical loading error will cost us 

roughly $650 per nonconformance issue to fix. $650 per 7 errors per month per year 
is nearly $55,000 when we began compared to just one error per year now at $650. 

What lies ahead for the program and how will it continue to succeed?
Our customers value quality the most and our employees have mastered our Quality 

Control Program with such overwhelming accuracy that it is now widely viewed as 
cutting edge in our markets. 

Quality Control has become ingrained into the culture of who we are. Our employees 
take pride in our quality control and because we have involved them in the decision 
making and evaluation processes, they have taken complete ownership of the program. 

Promising Quality Performance
Our editorial team interviewed Chad 
A. Hall from Regional Steel Products, 
Inc. at the LEAD2017 Awards this past 
February. Here are some excerpts from the 
exclusive interview.
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How Getting Real With Leaders Can 
Help Company Culture Change
Tips to overcome corporate inertia

By Jennifer Oertli

No one said company culture change would be easy. In fact, 
sustained culture change can be one of the most difficult things to 
affect in an organization.

We hear from everyone–friends, family, even campy inspirational 
pictures–about how “change is good.” While there’s certainly truth 
to that sentiment, most people prefer their resting state.

The amount of effort it takes for just one person to change behaviors 
and attitudes beyond temporary cosmetic fixes is exhausting. This issue 

becomes dramatically more complicated at the organizational level, 
where you’re not just dealing with the work attitudes of one person, 
but hundreds, potentially even thousands of people. 

The need for company culture change can arise for a variety of 
reasons. A merger could require the reconciliation of two company 
cultures. Market conditions could change, requiring a systemic over-
haul of processes and organizational structure. Toxic communication 
patterns and behaviors could build to a tipping point, resulting in a 
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very special episode of Extreme Makeover: Company Culture Edition.
But when the call for culture change rings, we all have a responsibility 

to answer it, especially corporate leadership. If company leaders aren’t 
facilitating this process, genuine culture change will not occur and 
the organization will continue to operate from a place of dysfunction.
Why Should Leaders Care About Company Culture?  

Company leaders have a unique influence over the direction of 
company culture. The way leaders strategize, communicate, interact 
with colleagues, and perform their job functions all set the stage for 
the cultural norms and behaviors expected in a company. While we’ve 
come to understand culture as something everyone shares ownership 
of, leaders have the unique power to stifle or foster its organic growth 
in an organization.

Unlike politicians, who are beholden to the constituency that elects 
them, company leaders aren’t democratically elected by employees. 
Leaders either played a role in creating the company, or were selected 
by a much smaller population of shareholders and executives.

One could make the argument that leadership’s first responsibility, 
then, is to ensure return on shareholder investment, while matters of 
organizational culture and the employee experience are secondary, 
if not immaterial. After all, having a good company culture isn’t a 
quarterly metric. Or is it?

The importance of shareholder value is undeniable, but employees 
are leaders’ most critical resource for delivering that value. If leaders 
manage exclusively from a strict, “my way or the highway” approach, 
they’ll buy temporary compliance from employees but undercut 
feelings of trust, loyalty and engagement. Time and again, the most 
productive organizations have proven to be those with positive work 
cultures. How’s that for shareholder value?
Overcoming Corporate inertia

In my previous role as a culture consultant I worked with many 
organizations who knew company culture change was necessary, but 
couldn’t identify where their problems were coming from or how to fix 
them. Through my own investigation, I would often discover leader-
ship played a part in the culture issues by way of corporate inertia–a 
pervasive desire to maintain company status quo once a leader starts 
to feel too comfortable with their position in an organization.

When leaders are rising through the ranks or first starting their 
business, they’re more willing to take risks. The thought of gambling 
your reputation is more appealing when you have more to gain than 
to lose. Sure, a bad investment could cost you your job, but the pay 
out from a calculated risk could mean a better market positioning, 
or a promotion to that big executive title. 

The corporate inertia kicks in once leaders have ascended to their 
desired position. Leaders understandably close ranks to protect their 
achievements, and the methodology, team structures, and systems 
that got them there become calcified within the company. As a result, 
culture stagnates as new ideas are kicked to the curb for being too risky. 

Corporate inertia doesn’t come from a place of maliciousness. More 
often than not, it comes from intelligent, well-intentioned leaders who 
love their teams, but have merely settled into well-practiced habits 
that keeps bosses and shareholders happy. And the longer those habits 
stick around, the harder they are to break. 

The simple truth is that in order to make a difference, you have to 
do something different. If you’re an HR manager or another leader 

trying to get your leadership team onboard with culture change, here’s 
how to give that first push to overcome corporate inertia.
Be Honest

When the time comes to get leaders on board with company culture 
change, honesty is key. Speak the words that are hard to hear, and 
even harder to embrace. Tailor your message to be as forceful or as 
delicate as your audience requires, but as the old saying goes, fortune 
favors the brave. Above all else, make sure you’re always addressing 
the real issues you’ve identified. If you choose to string along leader-
ship for months until they’re ready to hear what you have to say, 
company culture will go neglected for the duration and employees 
will be worse off for it.
Get the timing Right

There’s something to be said for good timing. Company culture 
change is not an easy conversation to have, particularly with a group 
that wields as much power and influence as corporate leaders. Ask 
yourself, “Does this need to be said by me right now?” If it’s on a 
Monday morning and the CEO is trying to organize her priorities for 
the week, perhaps not. Maybe a slow Friday afternoon works better. 
Use your best judgment about your company leaders’ schedules and 
attitudes to determine the right timing.
Be Prepared with Solutions

If you can identify your problems, you can start to identify your 
solutions too. Offering criticism without constructive solutions will 
immediately sour the conversation. Culture change is a path forward 
beyond the dead end of corporate inertia. While your solutions won’t 
be fully formed in this first conversation, frame them positively and 
make it clear how leaders can participate in their development.
 Allow time for Processing

No one wants to hear they have problems, let alone that they’re 
contributing to those problems. You can’t solve company culture in 
just one conversation. Depending on the personalities that make up 
your leadership team, you’ll need to build in time for them to process 
the information. Allow for a break, but resume talks soon. The longer 
you draw out your preliminary conversation, the more appealing 
corporate inertia is likely to look.

In many ways, breaching that first discussion with leaders is the 
most difficult part of the process. The path ahead is by no means an 
easy one. Internalizing the new behaviors, attitudes, and norms that 
make up your new culture will take time. But these are all made easier 
through clear, consistent, and constructive communication. By making 
company culture change an ongoing conversation, leaders will learn 
to resist the pernicious comforts of corporate inertia. LE

How Getting Real With Leaders Can Help Company Culture Change

Jennifer Oertli is Director of Client Success at Bonfyre. She has held a number 
of roles ranging from sales, account service, human resources, management to 
consultative, within the marketing and technology industries. Before joining 
Bonfyre, Jennifer was the co-founder and partner of Radiant CX, a consultant 
firm that helps businesses increase leadership and employee performance by build-
ing a great culture. She now oversees client success at employee engagement and 
workplace culture platform Bonfyre. Jennifer strives to use truth and trust to build 
successful teams and the type of organization where everyone collectively succeeds.
Connect Jennifer Oertli
Follow Jennifer Oertli
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Prashant Bhat

Organization: Cigna 
Program: One Guide Training Program
Learning Director: Prashant Bhat
Email: prashant.bhat@cigna.com
Call: 623-277-1094
Visit: www.cigna.com

#AWorldInspired          LEAD2017 

What is the overall objective of your program?
Cigna recently launched the One Guide® product which offers a differentiated ex-

perience to our customers. One Guide® is Cigna’s highest level of personalized benefit 
service to customers. The solution reimagines the health care service experience by 
proactively engaging with our customers to help them save money and stay healthy.

To provide this differentiated experience to our customers, we wanted to enable 
our One Guide® Personal Guides to handle customer phone calls for a range of topics 
such as benefit coverage, claims status, finding care, prescription status, and healthy 
life coaching. 

The team did an in-depth analysis of the current state of on-boarding, employee   
development and the training approaches to determine the following objectives:
•	 Focus the personal guides on an empathetic approach to taking care of customers 
 vs. only “finding answers” for customers. The touchpoint with the customer   

 should feel like an interaction vs. a transaction.
•	 Our customers (patients) had expressed ongoing frustrations about:
 - The accuracy of information provided by the personal guides
 - The amount of time it took to get questions answered
 - The tone and feel of conversations (they felt conversations were transactional)
 - The overall lack of Cigna product knowledge
•	 Reduce the on-boarding time, nesting length and drive improved speed to   

 proficiency for the personal guides.
•	 Effective learning, support and more job satisfaction for the employee.
•	 Introduce social, digital, interactive and collaborative learning through a   

 single user interface.
•	 Improve the customer experience as measured by the transactional Net Promoter 
 Score (tNPS)

Who do you impact with your program?
The One Guide® Customer Service Advocates who we refer to as Personal Guides.

Enabling Employees to Provide a 
Great Customer Experience

Our editorial team interviewed Prashant 
Bhat from Cigna Corporation at the 
LEAD2017 Awards this past February. 
Here are some excerpts from the exclusive 
interview.
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What are the lessons you’ve learned this year from facilitating 
your program?
•	 Blended development that combines technical/functional   

 skills with an ability to build emotional connections with the  
 customers is very important to deliver a differentiated customer 

 experience.
•	 The training program needs to be modular which allows 
 existing employees to access on-demand shorter knowledge  

 bursts to solve on the job challenges.
•	 Practice scenarios with complex learning paths are needed for  

 seasoned employees.

How do you measure the return on investment and success of the 
program?
•	 Leading and lagging performance indicators point to improved 
 proficiency with tools and resources used on the job.
•	 Improved proficiency, better customer education and better  

 customer steerage to coaching programs and in-network services 
 are expected to result in lower total medical costs for customers, 
 improved tNPS and greater employee retention.

What lies ahead for the program and how will it continue to 
succeed?
•	 Our customer base for the One Guide product offering will  

 significantly expand over the next year.
•	 We will train 4X the employees that we trained in 2016.
•	 We will continue to provide the trainer, coach and supervisor  

 support to the trainees.
•	 We are developing an immersive experiential learning   

 program  for One Guide® supervisors.
•	 We are expanding the social/collaborative learning approach  

 to other learning programs.

#AWorldInspired          LEAD2017 
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Betty J. Jackson

Ceretha León

Organization: St. Lucie County Board of 
County Commissioners (BOCC)
Program: IGNITE Leadership Program
Program Director:  Betty J. Jackson
Email: jacksonb@stlucieco.org
Visit: www.stlucieco.org

#AWorldInspired          LEAD2017 

What is the overall objective of your program?
Mission 

To build exceptional governmental leadership through advanced training creating 
an environment of personal development resulting in an enlightened organization.
Vision

Building excellence at every level of St. Lucie County from top organizational 
leaders to newly hired managers through sound leadership skills.

IGNITE Leadership is a 10-month program designed to foster leadership devel-
opment for current and future leaders within St. Lucie County through dynamic 
presentations, interactions and activities. Participants gain key leadership qualities 
that cascade throughout their organizations to ignite culture change within their 
work environments. Effective collaboration between IGNITE program participants 
is key to creation of an environment that supports the achievement of great results, 
therefore team building is a key component of the program.

 
Who do you impact with your program?

The target audience for IGNITE Leadership Program participants is Organizational 
Directors, Managers, Assistant Managers and Program Managers. The target audience 
impacted by the program may be further defined as the entire workforce of St. Lucie 
County BOCC as we have purposed within the overall program design.  IGNITE 
Leadership Program participants develop sustainable leadership qualities and build 
collaborative partnerships and empower the workforce at every level.

Building 
Exceptional 
Leadership through 
Advanced Training
Our editorial team interviewed Betty 
J. Jackson and Ceretha León from 
St. Lucie County Board of County 
Commissioners at the LEAD2017 
Awards this past February. Here are some 
excerpts from the exclusive interview.

Best Use of Team Building

LEAD Award Rank5

5

Best Experienced Senior Leader Program

LEAD Award Rank
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Innovation in Deployment of Leadership Programs
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What are the lessons you’ve learned this year from facilitating 
your program?

Four great lessons learned from facilitating the IGNITE Leader-
ship Program are:
•	 Begin with the end in mind by assessing current and emerg- 

 ing industry/
 organizational leadership deficits.  Then tailor your program  

 to meet the specific needs of your organization.
•	 Build a SOLID Implementation Team that includes top   

 levels of organizational 
 leadership not only for buy-in during the developmental   

 stages, but throughout 
 the entire program.  Many leaders can contribute their   

 subject matter expertise 
 and departmental resources to build a more robust program.
•	 Make it Sizzle or it will Fizzle.  It is so important to include  

 the “Fun Factor”.  We intersperse fun, teambuilding activities  
 that help to create lasting partnerships and memorable 

 experiences.
•	 Dare to Innovate to create an exciting program that challenges  

 and stretches participants to new levels of growth.  

How do you measure the return on investment and success of the 
program?

IGNITE Leadership applies a Plan – Do – Check – Act (PDCA) 
model to ongoing program development and evaluation.  Regularly 
scheduled program evaluations are conducted on a monthly basis to 
allow course correction during the implementation phase.  At the 
conclusion of the program, an evaluation and focus group will be done 
to gather feedback that will be applied to the continuing PDCA cycle.

The SPARK Mentoring Program is designed to extend further devel-
opmental opportunities to IGNITE Program graduates who wish to 
serve as mentors. IGNITE and SPARK will help to bridge leadership 
gaps resulting from organizational attrition of baby boomers approach-
ing retirement age.  SPARK participants are paired with seasoned 

organizational leaders who will serve as their mentors over a 10-month 
period. The mentoring program was launched in December 2016.

What lies ahead for the program and how will it continue to 
succeed?

St. Lucie County Board of County Commissioners (BOCC) will 
sustain and grow the IGNITE Leadership Program through an ongoing 
commitment embodied in our organizational mission to “Build a 
team with the right people in the right jobs that will be laser focused 
on serving the customer and building a strong community not only 
for today but for tomorrow.”

A key strategic objective of St. Lucie County BOCC is to “Develop 
and Train our Workforce”.  Therefore, the County has committed to 
the initiative of Employee Development with accompanying perfor-
mance measures.

The SPARK Mentoring Program is designed to extend further 
developmental opportunities to IGNITE Program graduates who 
wish to serve as mentors. IGNITE and SPARK will help to bridge 
leadership gaps resulting from organizational attrition of baby boomers 
approaching retirement age.  SPARK participants will be paired with 
seasoned organizational leaders who will serve as their mentors over 
a 10-month period. The mentoring program launched in December 
2016 and has already become coveted developmental opportunity for 
high-potential employees.

St. Lucie County recognizes that each of our employees must be 
fully supported and developed in order to fulfill our responsibility as 
public servants.  If our beautiful Treasure Coast community is to be 
sustained as one of the “Best Places to Work”, St. Lucie County BOCC 
must lead the way by championing the continuous development the 
finest leaders available through IGNITE where we – Inspire – Grow 
– Navigate – Innovate -  Transform and Empower Leadership.

#AWorldInspired          LEAD2017 
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Embracing The Future
Top 5 takeaways for leaders

By Raksha Sanjay Nag

the NASSCOM HR Summit, organized by NASSCOM, a not-
for-profit industry association, took place on the 20th and 21st of 
July 2017 at the ITC Grand Chola in Chennai, India. The conference 
witnessed the participation of top industry experts who delivered 
thought-provoking keynotes on the transformation of organizational 
culture, roundtable discussions with HR experts, and key discussions 

focussed on relevant market insights on how to prepare your organiza-
tion for the future.

The two-day conference included sessions on actions for today, 
tomorrow and the day after. The main focus being prescriptions for 
the challenges in the future. In brief, the discussions were aimed to 
help HR take a 360-degree view of the organization to reflect on its 
evolved role.

Keith Coats, Global Leadership Expert and Co-founding partner 
of TomorrowToday Global, and a keynote speaker at the event, shared 
his insight on how organizations can equip themselves to embrace 
the future and the roles HR professionals and leaders should own in 
the process. His keynote also explored the necessity to be adaptively 
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intelligent and how HR can build this capacity in both the organisa-
tion and leaders.

According to Coats, the challenges have never been greater for 
leaders – from navigating the volatile and uncertain geopolitical forces 
that are reshaping current reality to engaging Millennials. Leader-
ship thinking and practices need to be reconsidered to prepare for 
organizations that will need some brave reform and transformation.

There are 5 practical takeaways for leaders.
#1. Be Curious

Great leaders have the vision to see what is needed and understand 
where they stand. They have the ability to hold the big picture and 
think strategically. However, many leaders underestimate the need of 
constant learning. They have answers but no questions. They aren’t 
curious. Learning comes from being in uncomfortable situations, and 
many leaders won’t step out of their comfort zone today.

This eventually builds up a wall against all of the ingredients that 
go into learning – dealing with uncertainty, asking questions, and 
learning how to listen. Leaders who aren’t adaptable are in trouble.

Encouraging your team members to have one ‘curious conversation’ 
every week or month would be a refreshing idea. A ‘curious conversa-
tion’ is where they intentionally seek out someone from whom they 
have something to learn. Curiosity might have ‘killed the cat,’ but a 
cat has ‘nine lives!’
#2. Ask Questions

How do we get our leaders to have curiosity conversations and 
build the sense of curiosity that leads to the ability to ask the right 
question? If we are not asking the right questions, we are in serious 
trouble. We need to ensure that our leaders don’t think that it is their 
responsibility to see who is coming up with the answers, but it is their 
responsibility to ask the right questions.

Einstein was once asked if he had to solve the world’s biggest problem 
and was given an hour to do it, how would he tackle the task. He 
said, “I will spend the first 55 minutes finding the right question. 
Because once I have the right question, I only need 5 minutes to 
solve the problem.”

HR professionals need to learn how to ask the right questions and 
not run into solution mode quickly. What are you measuring and 
why? The information you get is only as good as what you measure. 
What are you missing because of what you’re measuring? What are 
the questions you need to ask but you’re not asking? 
#3. Experiment More

We need to experiment more. This is something that is not often 
practiced. We need to have an award for the team or that individual 
who failed more spectacularly. It is important to know what people 
are learning about/from failures. Repeated failure is stupidity, but 
what’s important is to understand what not to do.
#4. Be a Learner

One of the most important qualities of a leader is the ability to 
learn. It is said that the illiterate of the 21st century are not the ones 
who cannot read or write but the ones who cannot learn, unlearn, 
and relearn.

There is a distinction between adaptive learning and technical 
learning.

1. Technical challenges – Deal with problems that can be clearly 
defined and can be addressed with known solutions or ones that can 

be developed by a few technical experts.
2. Adaptive challenges – It is about learning what to do when you 

don’t know what to do. The solution requires a new learning and all 
the stakeholders should be involved.

Learning at the diagnostic stage, learning at the solution stage and 
getting all the stakeholders on the same page – is the key to survive in 
the future. The agenda for learning, unlearning, and relearning can be 
understood from the simple evolutionary biology which says the DNA 
evolve from one form to another. It decides what it needs to keep, 
discard and create or rearrange itself into. Likewise, it is important 
for a leader to understand what he needs to keep, discard and create 
or rearrange in his organization. This is the ultimate learning agenda.

#5. Confront your Limiting Orthodoxies
The adaptive leadership demands you to have the ability to con-

front. Netflix is one of the greatest examples for this. Netflix sold its 
billionth CD in 2007 (10 years ago), and 3 months later they decided 
to position themselves as an online streaming market. This is the 
ability to confront your limitations, and as an HR professional it is 
your responsibility to bring this change.

In the chart above, what you see on the left hand side is what will 
be the destructing factors for our future and the ones on the right 
hand side are the business models that can strongly emerge. The link 
between the two is the capacity of the HR professional to marry those. 
There sits an entire framework to understand. 

“I do not say HR is an agenda but is THE agenda, and you are 
the leading voices in it. You are the brokers of hope. In order to meet 
the challenges of tomorrow, we must think differently and should be 
willing to act differently. HR departments are the custodians as the 
brokers of hope in the organization,” Keith added.

In brief, change and disruption are no longer buzzwords. “The storm 
is not coming. It is here!” (As quoted on www.nasscom.in/hrsummit/)

Embracing The Future

Raksha Sanjay Nag works as Junior Editor at HR.com 
Connect Raksha Sanjay Nag
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By William A. Schiemann

Five steps to help you

Aligning Leadership With Your 
Brand Values

Metrus Institute, Towers Watson, PwC among others report 
increasing difficulty attracting and retaining the best talent. In some 
markets, such as the San Francisco Bay area of California with 3% or 
less unemployment, there is an adrenaline pumped competition for 
good talent. Many firms are increasingly looking to their employer 
brand to help them land talent.

But, are the employer brands real? Are your leaders living the brand? 
Is the culture disparate from the advertising? Take the faltering United 
Airlines which, on its website, espouses awareness and understanding of 
cultural issues while nurturing the company’s diverse talent, enriching 
the airline’s organizational culture and empowering employees. How 
are new hires or potential recruits likely to reconcile that with ugly 
behaviors, including bodily extracting a customer from their planes? 
Hmm. A bit contradictory, don’t you think?

United is not alone. When such things happen, it points to a huge 
gap between espoused values and those in practice. The corporate 
playing field and graveyard are littered with such examples—Enron, 
Tyco, Oracle, YouTube and most recently Uber. When leaders behave 
differently than the promoted values, it creates cynicism and dysfunc-
tional behaviors among employees.

Reversing long-standing policies often creates similar angst and 
employer brand confusion. When IBM, recently cancelled a decades-
long and highly promoted recruiting policy of remote work, employees 
were blindsided. They were given 30 days to move into a company 
office or decamp.  This arbitrary new policy will affect thousands of 
employees who have built lives around the prior policy, investing in 
homes, kids’ schooling, and spousal jobs. Many see it as a thinly veiled 
move by leadership to hatchet enormous labor costs after a string of 
poor quarterly financials. Do you think most IBM employees are 
feeling like its most important asset now?

In contrast, leaders such as Garry Ridge, CEO of WD-40 Corpora-
tion, have a good track record of leading by example.  One of WD-40s 
core values is “owning it and passionately acting on it.”  Mr. Ridge 
is consummate about answering e-mails quickly to responding in an 
honest and proactive way. And the result, according to Mr. Ridge, is 
that WD-40 has extremely high employee engagement and customer 
satisfaction scores on recent surveys. Why? He believes they have an 
aligned set of values and behaviors that everyone—CEO to floor 
sweeper—are expected to support.

Smart firms are building talent value propositions—what the 
company is offering and what they expect from employees—which 
are fitted to the times. Here are a few ideas that can help your leaders 
build firms that are talent magnets:

1. identify 4-5 positive cultural differentiators of your business 
and align policies, processes and behaviors with those differentia-
tors. For example, Zappos CEO Tony Hsieh does everything pos-
sible—liberal return policies, well trained problem solving service reps, 

and incentives to leave if they did not feel aligned in the culture—to 
foster alignment with their high service-oriented customer promise.

2. identify cultural characteristics that will be important to 
current and potential employees. What will be attractive to the 
talent pool out there? If you are a largely Millennial organization 
such as Groupon, Lyft or a recent BioPharma start up, then attributes 
such as flexibility, environmental focus, and purpose will be crucial.  
Fulfilment is desired by all generations, so investments in growth and 
development are likely to be important.

3. Pick attributes that your top leaders can get behind. Will they 
be willing to walk the talk? One technical employee we interviewed 
at a large communications company lamented being hired for innova-
tion, but was given “stone-age tools” to do his work.

4. Emerging employer brands should be tested. United Airlines 
should not have been as surprised as they were. Employee data 
from their employee surveys and other tools should have signalled a 
forthcoming problem, or they were not using readily available predic-
tive analytics.  Good analytics are allowing firms to test their talent 
value proposition—does it work?  Is it leading to desired customer 
outcomes?  Is it helping to retain employees?

5. Measure impact. do the ‘right’ employees stay and the ‘wrong’ 
employees leave?  Is there higher productivity? Are customers happier? 
Today, there are many ways to measure these things.

While these steps may sound simple, they require deep thinking 
about your business and culture. This is not dashed off in an afternoon. 
The most successful firms such as WD-40 engage their employees, 
customers and suppliers in these discussions. The more diverse the 
input, the stronger the resulting employer brand will be. And the 
CEO and other senior leaders need to be engaged from the get go. 
When everyone is on the same page, you can become a powerful 
talent magnet. LE

William A. Schiemann, Ph.D. is CEO of Metrus Group. He is a thought leader 
in human resources, employee engagement, and fulfillment and author of Fulfilled! 
Critical Choices – Work, Home, Life. 
Visit www.wschiemann.com
Follow @wschiemann
Connect William A. Schiemann
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STAY INFORMED.
STAY ON TOP OF YOUR HR GAME.

For more information on themed research, contact sales@hr.com | 1.877.472.6648

The latest industry best practices and trends 
with HR.com themed research

Employee Culture: A Closer Look 

Driving Employee Engagement 
Throught Effective Communication

Read and download this report at 
hr.com/employeeculture

Read and download this report at 
hr.com/employeecommunication

A great culture tells a lot 
about an organization.  
Employees should feel 
valued and appreciated, 
because behind every 
amazing culture is a group 
of engaged and motivated 
employees. With this framework in mind, CultureIQ 
and HR.com conducted a survey of 500+ HR profes-
sionals to see what steps organizations have in place 
to promote a positive employee culture. 

Human Capital Management Practices

Insights on Video Interviewing 

Read and download this report at 
hr.com/hcmanalytics

Read and download this report at  
hr.com/videointerviewing

Today’s HR professionals 
are facing some serious 
challenges. One is lead-
ership. This study found 
that only 37% of survey 
participants said that their 
leaders effectively manage 
human capital. What’s more, only about a third said 
leadership actions are correlated to engagement, 
retention and performance.

There’s no doubt that video 
interviewing is fascinating, but 
is it a technology for the future 
or something ready to be 
deployed today? Does video 
interviewing really pay off?  
We can now answer these 
questions thanks to a survey 
conducted by HR.com of 
nearly 2,000 HR professionals.  

Communication is the 
make or break of every 
organization.It impacts 
everyone at every level 
of their lives. Are you free 
to express your concerns 
and opinions? An HR.com 
sponsored survey of over 500 HR professionals helped 
shed light on how well managers are communicating.

To see additional themed research whitepapers go to hr.com/themedresearch
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Aslı Süel

Organization: Eczacibasi Ilac Paz.A.S.
Program: Art of Presence
Program Director: Aslı Süel
Email: asli.namal@eczacibasi.com.tr
Visit: www.eip.com.tr/tr/anasayfa

#AWorldInspired          LEAD2017 

What is the overall objective of your program?
This training and development program has been designed to generalize the concept 

of Being a Part of Eczacıbaşı team among the field teams. In addition, it ensures 
our employees embrace a common culture and to remind all employees that they can 
re-achieve and increase their previous successes. It is also essential in terms of creating 
a field team that chooses to show the ‘Art of Presence’ even in an industry that has 
such an intense competition and low level of employee engagement.

We, as all the employees who attended in the design of the program, know that those 
with “Art of Presence” step forward in the industry. Our approach from managing 
ourselves to managing our internal/external customers and the way that we reflect 
our stance have become significant for us. Therefore, showing our stances with “Art 
of Presence” and “Being a Part of Eczacıbaşı Team” in the eyes of our internal/external 
customers was the main objective of the design.

You can see the intended learning outcomes below:
•	 Internalizing the concept of ‘Being a Part of Eczacıbaşı Team’
•	 Guiding the field team to develop new skills and supporting their development 
 areas.
•	 Raising awareness and developing sales skills for demonstrating presence 
 which has distinguished itself in the industry and become a new concept in   

 our lives.
•	 Increasing the level of motivation and engagement by making an authentic   

 and significant investment on the personal development of the team.
•	 Making development feasible and achievable with Personal Development   

 Program.

Who do you impact with your program?
All Medical Sales Representatives were trained through the program, but the impact 

was for every single employee in many ways.
 

What are the lessons you’ve learned this year from facilitating your program?
When starting the training program, we received the support of both Senior 

Management and Regional Sales Managers. We realized that the hands-on approach 
of Regional Sales Managers in particular was very significant during the follow-up 
of meetings for Personal Development Planning carried out after ‘Art of Presence’ 
program. So we’ve designed the Personal Development Planning Follow Up forms 
for Regional Sales Managers to keep track of their developments.

Embracing a Common Culture
Our editorial team interviewed Aslı 
Süel from Eczacibasi Ilac Paz.A.S. at the 
LEAD2017 Awards this past February. 
Here are some excerpts from the exclusive 
interview.

Best Use of Team Building

LEAD Award Rank5

7

B E S T  U S E
O F

T E A M
B U I L D I N G

40

mailto:asli.namal@eczacibasi.com.tr
http://www.eip.com.tr/tr/anasayfa


Personal follow-up and support were quite difficult as our employees 
who received training were working in 9 different regions. As it was 
required to monitor Personal Development Planning throughout 
the year which was carried out with the employees individually right 
after Art of Presence program, receiving that support from Regional 
Sales Managers who were the closest ones to the employees was very 
important. However, we didn’t get the full support and close follow-
up effectively from Regional Sales Managers that we initially wanted. 
Thus, we needed to keep an eye specifically on some Regions and 
reminded the Regional Sales Managers to follow up their employees.

After follow up meetings with the Regional Sales Managers we’ve 
found out that even though we included them to the designing of 
the training program, they didn’t have a full command on the ‘Art of 
Presence’ training program yet. So with that, we are now planning to 
include the Regional Sales Managers to all the future trainings for the 
field to increase their understanding of the details and their importance.

In addition to this, we add a KPI of ‘Personal Development Plan-
ning Follow Up’ to the Regional Sales Managers’ performance forms 
to analyse their support and responsibilities closely.

 
How do you measure the return on investment and success of the 
program?

A few measurable results were obtained at the end of Art of Pres-
ence program. When designing the training, we considered that this 
would directly affect the company commitment, performances, sales 
results and capabilities of the employees.

Human Resources of Eczacıbaşı Pharmaceuticals Marketing uses 
a “Performance Management System” to measure the performances 
of employees. Performance Management System is an efficient and 
important management tool integrating corporate goals with individual 
goals and steering the value created individually towards common 
goals and objectives. Basic criteria for evaluating the performance are 
business objectives. The KPI’s determined for the Eczacıbaşı Group 
are assigned to Healthcare Group, to company, to all departments 
and finally to individuals. An objective evaluation is carried out by 
considering the achievement level of KPI’s assigned to individuals. 
This process is carried out in 3 steps which are Planning, Mid-Year 
Evaluation and Year-end Evaluation. When performance results 
measured at the end of every year were compared as last 2 years, we 
observed that the numbers of employees characterized as Successful 
increased about 10%.

Every year, “Competency Evaluation System” is used to measure 
the competencies of employees. This system is a process, in which all 
employees first self-evaluate within the scope of competency evaluation 
and then the management evaluates employees and the process is 
completed with feedback messages. With this system, it is aimed to 
reveal how individuals can contribute to the targeted business outcomes 
with their attitudes and behaviors and to determine the strengths 
and development areas of employees in terms of competencies they 
are expected to have. On the other hand, it is aimed to promote 
competencies leading to positive outcomes for sustainable performance 
and to provide both individual and corporate know how which 

will prevent the recurrence of behaviors that are considered as 
inefficient to achieve the objectives. In terms of competencies, it was 
observed that the competency of “Persuasion” increased by 24%, the 
competency “Collaboration” increased by 12%, and the competency 
of “Communication” increased by 14%.

With an objective perspective, Eczacıbaşı Pharmaceuticals Marketing 
outsources a consultancy company in order to measure the employee 
satisfaction and commitment. Employee Engagement Survey aims 
to determine the satisfaction of employees, as well as how much they 
are motivated to contribute to company’s success and which issues 
in work environment affect their engagement. In the report prepared 
via the responses given in this survey, employee satisfaction and com-
mitment as well as strong and developmental areas of the company 
are provided. The last 2 years’ results of Employee Engagement in 
Eczacıbaşı Pharmaceuticals Marketing were considered, on engage-
ment and satisfaction results. The engagement result increased by 
12% and satisfaction result increased by 16% in 2015 compared to 
the previous year. The results of the questions asked under the topic 
‘Training’ given in the details of engagement report showed an increase 
of 12%. In addition, considering the human-oriented communication 
strategy of training process and the message given for the employees, 
an increase of 12% was seen the section “Human Focus”. With these 
results, Eczacıbaşı Pharmaceuticals Marketing was granted to receive 
Employee Engagement Success Award with the sustainable significant 
increase in engagement score among 200 companies in Turkey.

We also observe that positive results of the training are reflected in 
the sales results clearly. While the net sales increase between 2014 
and 2015 was 43%, the financial turnover rate per person increased 
about 23%.

 
What lies ahead for the program and how will it continue to 
succeed?

By primarily continuing to apply Art of Presence training to all of 
our employees, we made this training a ‘catalogue training’ as of 2016. 
We are planning this training within the scope of orientation process 
in order to enable the adoption to corporate culture by new employees 
in the field and to strengthen their personal attitude.

In addition, we applied our Personal Development Planning activity, 
one of the Human Resources practices, to our employees personally 
following this training program. Both HR tools that we used, were 
highly acclaimed, and we will continue to use them as they support 
our corporate culture. Furthermore, we are planning field training 
plans for 2016 in line with the training needs emerged during Personal 
Development Plans in 2015.

Also we planned a ‘Team Effectiveness’ training for the Regional 
Sales Managers to bring out the importance of team development and 
to increase the level of team effectiveness in 2016.

As long as we keep asking for the feedbacks and stretch accordingly, 
we’ll surely continue to have success.
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Shape Your Organization’s Culture
Intentional investments in organizational culture drive business performance

By Larry Sternberg and Kim Turnage

“Culture eats strategy for breakfast.” Nobody is sure where this 
maxim originated, but who cares? We agree with it. Culture is an 
organization’s shared values and beliefs, including the full range of 
behaviors that are expected, valued, rewarded, punished, tolerated or 
ignored. Culture is not static. It is constantly evolving. Because you, 
as a senior leader, have the most power, your biases, values, beliefs 
and behaviors will have the greatest impact on how your organiza-
tion’s culture evolves. 

The alignment between what you say the organization values and 
what you actually do when those values are tested matters. Research 

shows that when employees perceive higher integrity to stated values 
in leadership and management, organizations tend to achieve higher 
productivity and profitability, better industrial relations, and greater 
attractiveness to prospective employees. Culture drives business 
performance so leaders should intentionally invest in shaping orga-
nizational culture.
Walk Your talk

Purposefully shaping your culture begins with defining your orga-
nization’s fundamental values  and the behaviors that embody those 
values. Most organizations have a written document expressing their 

8 Submit your Articles42 Leadership Excellence Essentials presented by HR.com | 08.2017842

http://www.eief.it/files/2015/07/guiso_sapienza_zingales_joffe_2015.pdf
http://web.hr.com/7hcy


mission, vision and values. The best documents of this sort are not 
merely slick advertising copy. The best documents authentically express 
the passion, beliefs and values of the most senior leaders. When the 
statements are authentic, the natural behavior of the senior leaders 
embodies the stated values. Thus, walking the talk is effortless.

In shaping your culture, walking your talk is extremely important. 
But what else are you doing? How frequently do you review these 
concepts with your people to help them walk the talk? 
discuss Your Values Every day

One of the most simple and effective culture shaping habits we’ve 
seen was practiced by The Ritz-Carlton Hotel Company. 

They defined twenty fundamental values they called The Basics. 
Every day, at the beginning of every shift, in every location worldwide, 
all employees had a 5-10 minute meeting called Line Up. On any 
given day, the whole company talked about the same Basic in Line 
Up. After reaching Basic #20, they began the next day at Basic #1.

With this level of repetition, everyone in the company could 
discuss each of The Basics 15-20 times per year! Line Up powerfully 
reinforced the company’s culture and inspired remarkable alignment 
between company values and employee behavior. Although certain 
aspects of the culture evolved over time, The Basics remained the 
same and provided a sense of true north for everyone from the most 
senior executives to the newest front-line workers.
Curate Stories

The Ritz-Carlton also curated stories that vividly illustrated The 
Basics. These stories were told and re-told, creating a mythology of 
sorts – except every story was true. It was an oral tradition. Every 
leader could tell these stories, not because they were required to 
learn them, but because the stories were such perfect illustrations of 
company values and so effective in shaping the culture around those 
values. And Ritz was continuously adding to its archive of stories. 

What stories are you collecting? What stories are you telling? The 
stories are there. All you have to do is ask. If one of your values is, 
“Going the extra mile,” simply ask your people for a great story that 
illustrates this value in action in your organization.  You’ll hear several. 
And once you start telling them, you’ll start hearing more.
Encourage Questions and Share Your Wisdom

To purposefully shape a culture, leaders must be teachers. Story-
telling is one of the most effective teaching techniques, but it’s not 
the only one. As your culture evolves, people will engage in earnest 
dialogue about what the organization’s values ought to be and how 
certain behaviors align with values. These are teachable moments. 
Often, the answer to one of these questions is not at all clear. But the 
discussion generated in search of an answer can stimulate significant 
growth. Leaders must welcome these conversations and share their 
wisdom. Leaders must also be honest about what separates a “core 
value” from “the way we’ve always done things.” 

Think about tattoos for example. As tattoos have become more 
popular and even commonplace, many companies have discerned 
that “no tattoos” policies were customary but not values-related. 
They have changed their policies in order to continue competing for 
the best employees. 
Align Rewards with Values

In shaping your culture, you must be brutally honest about what 
the culture actually is. If your organization routinely conducts new 

employee orientations, someone (usually an HR person) probably 
explains the company’s mission, vision and values. That person paints a 
picture of the culture. That picture is rarely an accurate representation. 

Employees learn about the real culture once they’re on the job. 
That’s when they find out what the organization rewards, punishes, 
tolerates and ignores. In this way employees learn what the organization 
really values. You might say you want employees to exercise initiative 
in taking care of customers. But if employees are reprimanded or 
blocked every time they try to exercise initiative, they quickly learn 
that initiative is, in reality, discouraged. Or, you might state that you 
want managers to earn high scores on your engagement survey. But 
are those scores part of their performance reviews? Are those scores 
considered when thinking about their salary increases?

Every organization has both formal and informal systems of rewards 
for desired behaviors and punishments for undesired behaviors. To 
purposefully shape your culture, review your compensation system 
and your recognition system. Review your informal reward system as 
well. To what degree are those systems aligned with your stated values? 
Often, when you look objectively you find a disturbing disconnect 
between the stated values and what really gets rewarded. The good 
news is that this misalignment can be cured. 
Select and Promote with Culture in Mind

Finally, to purposefully shape your culture, focus on the issue of 
fit during your recruitment and selection process. Every person who 
becomes a member of your organization is an immigrant. They si-
multaneously influence your culture and are influenced by it. So it’s 
important during the selection process to describe your culture honestly 
and to determine the degree to which a candidate fits. Individuals 
who are a good fit will tend naturally to thrive in the organization 
and reinforce your stated values. 

As people are promoted into management and leadership roles, 
they exert even more influence on the evolution of the organization’s 
culture. Their alignment with your cultural values and their ability 
to authentically promote those values become the engine that fuels 
organizational growth -- because culture eats strategy for breakfast 
and optimizes business results. LE
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What is the overall objective of your program?
Excella is a DC-based technology firm, whose mission is to create exceptional 

careers for employees by creating meaningful solutions for clients. Excella realized that 
fulfilling this mission meant cultivating amazing leaders who could inspire, motivate, 
organize, and develop the workforce. This was the genesis of Excella’s Leadership 
Development Program. More than just training, the vision for the program was to 
have its lessons woven into the everyday working lives of supervisors. In doing so, 
this program would demonstrate commitment to employees, take Excella’s supervi-
sors “to the next level” in their leadership practices, and ultimately better enable all 
employees to offer outstanding service to clients. Beyond this, the program had the 
following formal, stated goals:
•	 To promote a “leadership culture” across Excella that prioritizes people manage-

ment alongside technical competence that emphasizes accountability and inclusion, 
and cultivates exceptional careers for Excella’s employees.
•	 To further engage Executive Leadership in nurturing leadership capabilities 

throughout the organization by reinforcing the lessons learned in the program. 
•	 To cultivate talented leaders across Excella that aspire to engage, motivate, and 

develop employees.
•	 To continue demonstrating a commitment to supervisors in their role in engag-

ing and developing employees.

Who do you impact with your program?
All supervisors at Excella

What are the lessons you’ve learned this year from facilitating your program?
Excella understood that if the in-person sessions were going to be interactive, much 

of the formal learning of concepts would need to be accomplished outside of the 
classroom. Pre-work activities helped introduce key concepts, prepare participants 
for discussions, and generate excitement for the time in the classroom. To ensure 
participants did the pre-work, Excella sent the information out using MailChimp. The 

Nurturing Exceptional Careers 
for Employees
Our editorial team interviewed Mahreen 
Rashid from Excella Consulting at the 
LEAD2017 Awards this past February. 
Here are some excerpts from the exclusive 
interview.
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MailChimp data allowed the program coordinator to easily see who 
opened the email and how many times they clicked on specific aspects 
of the pre-work. Excella learned when people didn’t prepare, it helped 
to have a Partner send a reminder.  Additionally, Excella learned that 
fewer emails were better received and each email needed to include 
information about what pre-work was required for the next session.

The final piece of the program is a support network that encourages and 
rewards supervisors for applying what they learned. This includes toolkits 
for various audiences to make it easy for them to check in with partici-
pants on course topics as well as mini-training materials. Excella learned 
that sending this information to participants was not enough, so a central 
repository was created to house toolkits for graduates of the program.    

How do you measure the return on investment and success of the 
program?

Participants were asked at two different times to provide feedback 
for each session: immediately following the completion of each class, 
and three weeks after completing each class. Another feedback survey 
was distributed and collected six months after the programs comple-
tion for a better evaluation of the learning and transfer of knowledge 
to the job. Based on the feedback received thus far, participants 
reacted positively to the content of the program. On the three-week 
feedback surveys, participants are asked “I have seen an impact in the 
following areas as a result of applying what I learned (check all that 
apply)”, with a list of nine options plus a space to select ‘Other’ and 

explain. For all four of the sessions, participants most often cited they 
have a “stronger relationship with my team” (36.8%, 72.7%, 64.3%, 
74.1%, respectively). This helps show us the effects of the program 
are reaching the organization as a whole, not just those employees 
who have participated.

Also, in Excella’s employee engagement survey, employees stated 
that the ELDP was a great program and the leadership training 
provided an immediate impact and improved working relationships 
with immediate supervisors.  Additionally, the engagement score on 
the survey increased.

What lies ahead for the program and how will it continue to 
succeed?

During the first implementation of the program in Summer 2016, 
approximately 50 participants completed the program. Based on the 
feedback data from participants and other stakeholders, updates were 
made to increase the effectiveness of the curriculum and content, 
when applicable. Excella offered a Fall 2016 and Spring 2017 cohort 
and will be offering a Fall 2017 cohort. Plans to collect and analyze 
six-month and one-year data are also in place, so that any further 
adjustments can be made based on findings. Excella is also outlining 
and Advanced Leadership Development Program, launching in Fall 
2017, in hopes of continuing not only the current program but also 
expanding on the leadership growth for employees.  

#AWorldInspired          LEAD2017 
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By Jose A. Lugo Santiago

Are leaders and organizations up to the challenge?

Leading Globally, Leading Cross-Culturally

in the mid-1990s, I remember riding in Disney’s “It’s a small 
world” boat ride. Although it has been a few years since then, I still 
hear the song in my head: “It’s a small world after all…It’s a small, 
small world.” You, reading these lines, probably hear it too! On that 
very first time, I did not think of the world as small but as immense. 
Since then, I’ve traveled the world and had the privilege of seeing some 
of those attractions, the real ones. But as I think about my 12 years 
living overseas, the other years working across the globe, and other 
years visiting elements of my organization around the world, I have 
to admit, it’s a small, small world. What happened to that immense 
world? Did we shrink it? Maybe we did. At least, today’s intercon-
nectivity make it seem that way. Today, organizations require not just 
a leader, but a global leader, one with the skills to lead cross-culturally. 
Let us explore how we got to this point, and then explore how a leader 
can develop the competencies to effectively lead as a global leader.
A Leadership Evolution: From Leader to Global Leader

Twenty-five years ago, leaders thought of their teams as the product 
of operations in mostly the local area. Geographically dispersed, for 
most, meant that the leader had to drive or perhaps fly within the 
continental United States to meet with their teams. When leaders 
thought about large and even multinational corporations (even though 
only a few used the latter term), the immediate inclination was to 
think about organizational structures based in the United States with 
small branches in other countries. Even the way leaders thought about 

and saw their workforce was different: mainly an English-speaking, 
Anglo-American demographic population to retain and recruit from. 
Scholars also noted that leaders’ thought about how to best take care 
of that workforce was also different, pointing that the focus was on 
the group, and the leadership philosophy was simple: to get followers 
to do what leaders wanted done.1

That environment and leadership framework also shaped how leaders 
interacted and communicated with their people. This is important 
to note, because experts tell us that a leader’s communication style is 
reflective of his or her belief of human nature and strategy to maximize 
the best outcome on specific situations.2 Leaders in that environment 
tended to operate from their office and telephone, driven by a prevalent 
authoritarian view that assumed managerial oversight was essential to 
keep people on task and focused on company goals.

Today’s leaders face increasingly more complex business operations 
in an expanse business environment. What once was a local opera-
tion is today a global enterprise. Think about the building of cars 
and airplanes for some U.S-based companies, like Ford and Boeing. 
Parts are manufactured around the world and brought into the U.S 
for assembly. This type of global enterprise situation is also true for 
other industry sectors, such as consulting, information technology, 
defense, and so on. In short, leaders now operate in the world; the 
leader’s eyesight must be global. And what happens in the world, 
affects the leaders and his or her enterprise. In 2016, for example, 
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growing cybercrime, political views on climate change, shifting global 
leadership, and significant political and economic stability brought 
varied opportunities and concerns for businesses,3 affecting businesses 
at home and abroad as the process of globalization continued to make 
the world more interconnected and interdependent.

The environment and global leadership framework just described 
has changed the leader’s communication and engagement strategies. 
Today’s leaders are under constant pressure to embrace corporate 
social responsibilities to include compliance with environmental and 
social laws that are most likely different in each local and country area 
of operations. Leadership engagements must, therefore, bring shared 
value across multiple stakeholders who hold different cultural beliefs 
about what is ethical, proper, and worthy. Leaders must also not 
only engage across national boundaries, but must also engage across 
cultural boundaries that typically separated government, private, 
and public sectors.4 These last-mentioned situations call for a type of 
leadership that is sensitive to cultural differences. This need is even 
more pronounced when one thinks about the workforce the leader 
is now responsible for leading.

The reality of today’s workforce is that it is truly diverse, complex, 
and mobile. In the U.S, we know the workforce is generationally the 
most diverse in our history,5 but it is also very diverse in terms of 
ethnicity. And in Europe, there are more than 115 million migrant 
workers representing more than 10% of the working population.6 

Managing this cross-culture/global workforce is a challenge. Leaders 
are expected to win over this challenge if they’re to keep their enter-
prises competitive. In such challenge, leaders are required to be more 
engaging, understanding the unique needs of this workforce, while at 
the same time being sensitive to cultural idiosyncrasies, like under-
standing levels of assertiveness across cultures, developing meaningful 
relationships, adjusting reward systems to compensate for low and 
high levels of collectivism, and instilling the right sense of acceptable 
risk-taking behavior in cultures that are more risk averse than others.
developing and improving Competencies to Lead across Cultures

Are leaders and organizations up to the challenge? Many experts 
and scholars who study global leadership state that a critical shortage 
of global leaders exist7 and to compound the problem, others believe 
that institutions and organizations are not preparing people to become 
global leaders.8 Nonetheless, there are things leaders can do.

1. Learn to Communicate Priorities. One of the most important 
things a global leader can do is communicate the vision, what the 
organization stands for, and how the organization will compete and 
create value over the long term. Leaders must be able to articulate 
the organization’s message in a way that becomes part of the leader 
himself/herself. Communication venues vary from social media to 
email and many more, but foremost, the leader’s actions are telling 
about what’s truly important.

2. develop Self-Awareness and Perspective taking. Many leaders 
go through their day unaware of how their reactions impact others’ 
motivations and sense of belonging. Recognizing feelings as they 
occur is the key to managing those emotions.9 It’s true that different 
cultures value different things. This is why it is also important that a 
leader learns to suspend judgment and take multiple perspectives on 
issues and events.10 This is the way to see possibilities.

3. develop Curiosity. This is how the leader naturally ask ques-

tions, and independently search for information. Curiosity is also a 
powerful personal motivator that affects are willingness to enter into 
unfamiliar situations and come out of those situations learning. The 
leader should be curious about traditions, language, local colloquial-
isms, and the stories of that nation’s heroes.

4. Engage in Personal transformation. Scholars describe this 
trait of global leaders as the openness to change and willingness to 
alter personal attitudes and perceptions.11 For the global leader, this 
is the effect, in a very big part, from forming close friendships and 
relationships with foreign nationals, and by maintaining a good dose 
of hopefulness and leadership confidence on the successful outcome 
of endeavors. LE
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Building An Effective Business Case 
For Change
Top tips to guide you

By R. Kendall Lyman and Tony C. Daloisio

Organizations will embark upon large-scale change efforts numer-
ous times throughout their lifespans. The degree to which these efforts 
are successful will vary, largely because of two common barriers to 
implementation—loss of focus and momentum, and resistance to 
change. 

The loss of momentum happens so easily, as change initiatives take 
a backseat to day-to-day duties, client demands, and the endless list 
of time-sensitive things that arise. Author Patrick Bet-David advises 
dedicating intentional and constant attention to anything of impor-
tance, citing business, relationships, finances, health, and anything 
else for which momentum is crucial. It’s essential to maintain progress 
and energy and not let it waver.

However, if you’ve identified that the momentum has already 
been lost, you’ll have to do the work to gain it back. Inspirational 
writer and speaker Cam Taylor offers six tangible ways to regaining 
lost momentum: 

	● Acknowledgement that the energy has slowed or stopped.
	● Assessment of readiness.
	● Clear articulation of intentions.
	● Bridge momentum from current successes.
	● Enlist in a team.
	● Establish a cadence of action.

The second barrier—resistance to change—is also almost always 
guaranteed, as change can be tough for many. Even quiet resistance is 

an energy drain, so it’s imperative to protect the initiative and keep it 
a priority. Human Resources expert Susan Heathfield acknowledges 
that while change produces anxiety when employees feel they lose 
their sense of security, it’s also a result of expectations and approach. 
Welcoming feedback and input will help mitigate negative reactions 
and help implement change from the onset. 

Another way to combat these barriers head on is to create a clear case 
that generates enthusiasm and willingness to change, and communicates 
a sense of urgency. This case can be continually leveraged throughout 
the process to reinvigorate the mission and sustain momentum. 

An effective business case for change includes the following: 
describes why the current situation is unacceptable. Leaving 

no room for interpretation, it does so in a clear and meaningful way. 
It should include irrefutable metrics like marketplace data, internal 
statistics, and historical information. 

describes the projected costs of NOt changing. It needs to define 
the business risks and costs both qualitatively and quantitatively. 

Paints a compelling picture of the desired future state. Along 
with listing the benefits of change, it should outline concrete qualita-
tive and quantitative goals. 

Provides a strategic path. This should inform employees of the 
general path the change will take to get to the desired future state. 

Produces a felt need for change within employees. Create an 
emotional tie and desire that compels people to want the change. 
The way to overcome resistance is to stoke true, personal acceptance 
on an individual level. 

Leaders should take every opportunity to include others in the 
change process. Employees often have compelling data that manage-
ment might not have. This can increase the effectiveness—and the 
leverage—of the business case and is bolstered by multiple perspectives.

The form your business case for change takes is up to you. It can be 
a written memo, formal presentation, series of questions and answers, 
or something more visual. The important thing is that it becomes a 
consistent message in all communications and presentations. It should 
be an underlying mantra throughout all business activity. LE
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What is the overall objective of your program? 
The overall objective is to provide a mentor to all new hires even before they start 

so they can come to work on their first day knowing someone and start off on the 
right foot. We also provide mentors to existing employees who we identify as high 
potentials and would like the opportunity to grow within the company.

Who do you impact with your program? 
This program impacts all new employees to the organization, High Potential 

Employees as well as those employees in the company demonstrating leadership 
skills who serve as mentors. Looking at the larger picture, this program impacts the 
entire company because anytime we can train a new employee faster and embed them 
into the culture sooner it ensures more success for that department and company. 
Preparing our high potentials for leadership roles through mentorship also impacts 
the company greatly as employees retire, we have a plan and aren’t left to scramble. 

What are the lessons you’ve learned this year from facilitating your program? 
Start the mentorship earlier! Originally we set up a new employee with a mentor 

within a couple weeks of being hired; however we found that they really need to 
have someone day one. This ensures a smooth start to their career! People also make 
decisions very quickly on whether a new position is a fit for them and culture fit is a 
big part of that decision. So a mentor can help with this transition. Another lesson 
learned was for us to give more opportunities to employees to have the ability to 
be a mentor. This is a great opportunity for them to expand and utilize leadership 
capabilities. Lastly, training. We have to train and educate both the Mentor and 
Mentee on what their roles are, expectations of the program and how to be effective. 

  
How do you measure the return on investment and success of the program?

We measure our return on investment based on retention rate. How many employ-
ees are we hiring and keeping and keeping for what amount of tenure. This being 
a new program much of the long-term data will come with time, but current stats 
show our turnover rate only being 6% so if we can hold or lower that number we 

A High Impact Mentoring 
Program

Our editorial team interviewed Jessica 
Jones from Conductix Wampfler at the 
LEAD2017 Awards this past February. 
Here are some excerpts from the exclusive 
interview.
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know it’s having a positive impact.  We also track employee satisfac-
tion through surveys. This will tell us how long people have been 
with the company and their level of satisfaction. Lastly, we have 
seen a positive ROI using our mentoring program as a recruiting 
tool. Candidates are drawn to the company and are very interested 
knowing we offer a program to get them started on a fast-track to 
learning and development. 

 
What lies ahead for the program and how it will continue to 
succeed? 

We are hoping to grow the program and offer more mentorship 
opportunities to emerging leaders – those wanting to take the next 

step but just aren’t quite ready. We also want to provide networking 
opportunities for all the mentors and mentees to get together and 
share best practices and techniques to grow those relationships even 
stronger. 
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By Patty Alper

Top 6 benefits

Corporate Mentorship Program

“Leveraging the unique skill sets of our employees and allowing 
them to bring their ‘whole self’ to a volunteer experience has proven to 
be a win–win for all. Employees are proactively seeking mentoring op-
portunities while mentees are benefiting from our community outreach. 
Patty is spot on that providing a Project Based Mentoring experience is 
the way to go.”  —Susan Warner, Vice President of Worldwide 
Communications, MasterCard

I’m often asked about the benefits of starting a mentorship program 
in a corporation. While writing Teach to Work: How a Mentor, a 
Mentee, and a Project Can Close the Skills Gap in America, I had the 
opportunity to interview dozens of corporate leaders who have imple-
mented or guided their corporate mentorship programs. I have also 
had a 35-year career in business, coupled with two decades of hands-on 
experience working directly with youth and creating a mentorship 
program. Given these experiences, I can say this with confidence: a 
corporate mentorship program is not only beneficial; it has become one 
of the single-most important programs in the entire corporate culture. I’ll 
give you the reasons why. 
 Mentorship Programs Give the Corporation a Soul

It is no secret that Millennials prioritize a corporation that gives 
back: a corporation that places value on community service and “doing 
good.” Millennials will go so far as to choose one company over another 
for the sole reason that they are proud of where they work. But this 
viewpoint is shared by far more people than Millennials.

Corporations that want to appeal to the upcoming workforce and 
future leaders must understand that their image is more than strictly 
a profit center.  Their actions demonstrate their value systems. What 
footprint will the corporation leave on society? How many people is 
the corporation helping? Does the corporation have compassion – 
does it have a soul?

Mentorship programs make it clear that a corporation cares. Men-
torship very publicly states, “we want to help our community.” Not 
only do corporations see job applicants seeking such a message, 
they will also find employees asking to be involved in these types of 
endeavors. A culture shift unfolds as employees share stories about 
their own community efforts, and quite frankly, these often supersede 
the stories about a corporation’s products or services. You see, it feels 
good for employees to talk about their compassion that their company 
has for the community. It gives your company human qualities both 
internally and externally. It gives the company a soul.
1. Mentoring Builds a Pipeline of Employees and Applicants

Once you see that the mentor/mentee relationship can impact 
a student (and mentor) for a lifetime, you can also see why every 
company that creates a mentorship program experiences an upsurge 
in employment applications. The corporation, through the mentor, 
has built a pipeline of future employees. And these young applicants 
not only become familiar with your company and its offerings, they 
begin to have an idea of what it takes to be a corporate employee. 
Why? Because in the project based mentoring scenario, they have 
worked through real-world problems with the guidance of a seasoned 

employee, and they have learned about the critical analysis, grit, and 
confidence needed to overcome a challenge. And when the students 
see that they can relate to this seasoned employee, they start to think 
about what they can do to follow in his footsteps. They envision 
themselves working for your corporation.

The corporation will also find that relationships with the schools 
and non-profit mentorship programs improves beneficially. You 
can bet that the school’s career guidance officers will remember that 
corporation when it comes time to directing applicants. You now 
have a team of corporate employment ambassadors. You may also 
find that the guidance officers are even picking up the phone to tell 
you when there is a particularly skilled student. What is the value of 
having dozens of scouts looking for skilled employees on your behalf? 
Start by counting how much you save in recruiting costs. 
2. Mentorship Programs Build a Corporation’s Culture

Mentorship programs, more so than random charitable endeavors, 
can further a corporation’s culture, morale and corporate purpose. 
“Employees want to be part of something that is bigger than a company. 
The business culture is internally based, but the philanthropy is external. 
That volunteer ethos provides something more than a quarterly return 
on earnings . . . it stretches employees beyond their day-to-day job.” —
Rick Luftglass, former director of The Pfizer Foundation’s education 
volunteer programs.

In a 2006 Harvard Business Review article, “Strategy and Society: 
The Link Between Competitive Advantage and Corporate Social 
Responsibility,” Michael Porter and Mark R. Kramer, global experts 
on competitiveness, urged companies to steer clear of disconnected 
charity work and to link corporate volunteer activities to strategic 
competitive goals. The authors praised Microsoft for its partnership 
with the American Association of Community Colleges (AACC), 
an effort to address shortages of information technology workers. 
Microsoft’s $50 million, five-year initiative included financial and 
product contributions, along with employee volunteers who visited 
the schools to assess needs, help with curriculum development, and 
create faculty development institutes.

Today, companies report that having robust volunteer programs 
introduces another dimension to company life, bringing a broader 
sense of purpose to the different layers of the organization—from 
entry-level staff to the CEO. Employees report feeling happier and 
more satisfied with their jobs. Teamwork can improve as a result of 
volunteer programs, and more fulfilled employees show better job 
performance. Higher morale, improved employee productivity, and 
better retention can result.
3. Mentorship Programs Create Better Corporate Leaders

Through mentoring over the years, I have witnessed some incredible 
changes that occur due to the mentor/mentee relationship. Not only do 
students start to turn on lightbulbs and think about their purpose in 
life, I have seen countless mentors have similar life- and career-changing 
results. One of the ways a mentor can grow during a mentor/mentee 
relationship is that mentor will develop new leadership skills through 
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the intergenerational relationship. When an adult mentor is paired 
with a young person from a totally different generation – specifically, 
a youth who is about to enter the workforce – world-view perceptions 
are expanded bilaterally, and the professional is pushed to think about 
his potential impact on the next generation. What one does with 
that responsibility is a test. It often leads to a new self-awareness and 
leadership growth for an employee.
a) Mentorship Programs Create More Confident Employees

The mentor will also build confidence through the mentor rela-
tionship. When that professional enters a classroom, the students’ 
attention is focused and they will inevitably want to know how they 
can follow in that professional’s footsteps. The mentor’s stories of 
missteps and successes, of how he has solved industry problems, will 

be more relevant than any book the students have in front of them. 
This is not only an opportunity to create a real-world impression; it 
is also an opportunity to leave a legacy: an unspoken, yet motivating 
message that says, “If I can, you can.” There are few, if any, occasions 
a professional will experience such a significant impact on another. 
This leaves an employee walking away with a new confidence.
b) Mentorship Programs teach Character

Mentorship also teaches character. Tim Kautz and James J. Heckman, 
a Nobel Prize-winning economist, researched what they call non-
cognitive skills, such as character, motivation, and goals, which are 
considered extremely valuable traits in the labor market today. Their 
studies suggest that “character” is a skill, not a trait, that its develop-
ment is a dynamic process that can be taught, and that non-cognitive 
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skills (social skills) are as important as cognitive skills. Lastly, they 
conclude that successful educational interventions should emulate 
mentoring environments. 

From my experiences, character-building is one of the most criti-
cal byproducts of a mentoring relationship. One of the greatest 
responsibilities a mentor takes on is an obligation to be a model of 
good character to his mentees. By being reliable, doing what you say, 
demonstrating honest discourse, and providing unwavering support, 
a mentor demonstrates qualities that his mentee mimics. As part of 
this process, a mentor might reconsider his own personal and moral 
inventory, particularly when he is looked up to and observed.
c) Mentorship Programs Create Better Collaborators

Yet another important trait that arises when mentoring is collabo-
ration. As the mentor leads an intergenerational dialogue through 
obstacles, difficulties, or new strategies, all the while the mentor is 
fostering learning. The mentor expands his own communication skills 
by honing new ways of presenting complex ideas – simply. In addition, 
the mentor must exercise new levels of patience and tolerance while 
a mentee absorbs new skills. The team led by the mentor is learning 
how to work together toward success. Developing collaborative skills, 
and leading the group, contributes to nuanced management skills. 
And those are in high demand in the workplace.
d) Mentorship Programs teach Perseverance

And another critical trait taught by project based mentoring is 
perseverance, a/k/a grit. Both the mentor and the student witness how 
a hypothesis and plan shifts during the project’s execution. Where 
the mentee experiences frustration and negativity, the overarching 
goal might well need to be revisited or modified. The steady hand 
and experience of the mentor is on hand to stay the course and offer 
motivation. During these challenging times, the mentor and mentee 
explore how to be critical thinkers, and how to re-shift the trajectory 
toward new outcomes. It is at the final presentation and oral defense 
that the team revisits their difficult pathway, and the importance of 
their perseverance. These lessons not only highlight grit to the stu-
dents, but they will also give the mentor new rigor and insight into 
perseverance to bring back to the workplace.
4. Mentorship Programs Retain Employees and Keep Retirees 
Engaged

Mentorship programs have proven to retain valuable employees, 
and to keep the reticent retirees engaged with the company. Dick 
Streeper, coordinator for the 3M–St. Paul Public Schools partner-
ship, has been instrumental in matching employees with students. 
After thirty years with the company as a lab manager, and now as a 
retiree, Streeper has served thirteen years as coordinator, connecting 
thousands of 3Mers with students.

Streeper said science innovation companies complain that they 
cannot find enough potential employees with competencies in the 
sciences and math. 3M’s school involvement can help fill that gap. 
Streeper says that what keeps him returning year after year is the idea 
that “If I can be a facilitator to guide students on their pathway, that is 
worth its weight in gold and that is why I keep doing this.” Not only 
has Streeper illustrated the value that mentorship programs can have 
to corporations, he has illustrated a new way that corporations can 
honor and value its retirees. According to Streeper, 3M’s community 
involvement:

•	 Demonstrates that 3M cares and is committed to the com-
 munity where it is based
•	 Lifts up “employees’ souls” through helping others
•	 Is a great lab for employee leadership development—they learn 
 governance, negotiation, and how to interact effectively with others
•	 Portrays a positive example of corporate citizenry

5. Mentoring Builds Goodwill in the Community
Finally, when a corporate employee or reticent retiree heads out 

in the community to mentor our students, that employee becomes a 
corporate representative. There is an immediate impact at the school 
and at the homes of the mentees that provides the message “this cor-
poration cares. They sent a volunteer to talk to our students about their 
future. They want to connect with, and improve, the community.” 

This goodwill goes a long way in the community, and is arguably 
better than any paid campaign or commercial. It gets people talking. 
As the students speak with peers and parents about the projects they 
are developing, a lasting, positive message is left with everyone within 
earshot. And as the students go out in the community to implement 
their projects and business plans, the community impact grows 
exponentially. 

Moreover, these students will never stop being that “advertisement” 
for the corporation. When a mentor is there to create a life-changing 
moment for a student, that moment will never be forgotten. As Chris 
Gardner, the author of the autobiography The Pursuit of Happyness, 
which was followed by a film of the same name, once told me, “I 
want to talk to you, Ms. Patty. Let me tell you something, you are 
not only changing the lives of these kids, you are changing the lives 
of their kids. These kids latch on to people they know they can trust, 
they can look up to, and that are giving them something they are not 
getting otherwise.”

Chris’ comments were very meaningful – as were the comments 
of the hundreds of students I have been blessed to mentor and see 
blossom. But I know I am not the only one changed and humbled by 
the mentorship experience. The students are, as well. And they will 
never forget that you – and your corporation – were instrumental in 
redirecting their lives. 

Mentorship relationships, and in my opinion, project based men-
torship programs specifically, which I teach and detail in my book, 
Teach to Work: How a Mentor, a Mentee, and a Project Can Close the 
Skills Gap in America, offer so many advantages to a corporation’s 
purpose. These mentorship opportunities change lives. Your employees 
will be happier. Your impact on the community will be greater. And 
the corporation will undoubtedly change the lives and future careers 
of students. I consider that a win for all. LE

Corporate Mentorship Program

Patty Alper is president of the Alper Portfolio Group, a marketing and con-
sulting company, and is a board member of both the Network for Teaching 
Entrepreneurship (NFTE) and US2020, the White House initiative to build 
mentorship in STEM careers. A trustee of the Alper Family Foundation for the 
last 18 years, Patty’s unique approach to philanthropic giving and entrepreneurial 
mentorship has been featured in The New York Times, The Huffington Post, The 
Washington Post, TIME, and Philanthropy Magazine. Through her services on 
the national board of NFTE, Patty’s vision served as the groundwork for the 
Adopt-a-Class program she founded in 2001. Her new book is called Teach to 
Work: How a Mentor, a Mentee, and a Project Can Close the Skills Gap in America 
(Routledge, March 2017).
Connect Patty Alper
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Jessica Jones

Organization: Conductix Wampfler
Program: Conductix Wampfler Online Learning 
Center
Program Director: Jessica Jones
Email: Jessica.jones@conductix.com
Call: 402.952.9398
Visit: www.conductix.us

#AWorldInspired          LEAD2017 

What is the overall objective of your program? 
The overall objective of the program was to provide our employees just-in-time 

training. We run a very lean organization so it’s important to provide training and 
development, but when it’s convenient for employees.

Who do you impact with your program? 
All employees are impacted by the Online Learning Center as they all have access. 

The employees are impacted because they have the opportunity to learn and develop, 
their supervisors are impacted by seeing better results as well as the company benefit-
ting from employees honing and developing skills. 

What are the lessons you’ve learned this year from facilitating your program? 
We’ve had the program for several years but within the last year we have really 

ramped up our usage. While some employees will go and utilize the system many in 
the busyness of the day will not. We had to put our marketing hats on and find ways 
to market the system and remind employees to take advantage of the system. We 
have also been developing individual development plans using the courses so that is 
getting employees interested as well. Communicating that development is a priority 
and that it’s ok to carve out time for this is also a message being sent.

How do you measure the return on investment and success of the program?  
We are measuring the return on investment based on the cost of the program and 

how many courses we complete. The cost per employee is much lower than even 
sending them to one outside training event per year. We also look at employee’s 
feedback – are they improving and learning new skills from the programs. Supervi-
sors also provide feedback on whether employees are taking the knowledge learned 
and implementing in their positions, often resulting in more output, higher quality, 
safety and innovation.

What lies ahead for the program and how it will continue to succeed? 
We are going to continue to push employees to use the program and use the knowl-

edge they are gaining to benefit them in their current positions but also grow within 
the company. Our employees are our biggest asset and we want to make sure they 
know learning and development is important to not only them but to our organization.

 

Providing Effective Just-in-Time 
Training
Our editorial team interviewed Jessica 
Jones from Conductix Wampfler at the 
LEAD2017 Awards this past February. 
Here are some excerpts from the exclusive 
interview.
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Kelli Kainer

Organization: Gallagher Benefit Services, Inc.
Program: G3 – Growing Gallagher Greats
Program Director: Kelli Kainer Gallagher 
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Houston, TX  77027
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What is the overall objective of your program?
The program was designed to help individuals identified as “top talent” take a pro-

active role in their development and success. The G3 Program is a strategic pathway 
for our future leaders to outline, establish and achieve both professional and personal 
goals while developing relationships with senior leaders and other key individuals 
within the organization.

Who do you impact with your program?
The target audience for the program are individuals identified as “top talent” that 

have been with Gallagher for at least 6 months. We’re looking for individuals that 
consistently go “above and beyond” and exhibit strong leadership skills.  

What are the lessons you’ve learned this year from facilitating your program?
Mentoring is a huge component of the G3 Program. We’ve learned that you have 

to encourage program participants to own their relationship with their mentor, and 
it’s also imperative that the mentee establish goals they hope to achieve through their 
mentoring relationship. The importance of fostering leadership skills and developing 
early talent is more important than ever.  For our “young” top talent, this is an even 
greater retention strategy than we realized when we first started the program three 
years ago.

A Strategic Pathway for Future 
Leaders

Our editorial team interviewed Kelli 
Kainer from Gallagher Benefit Services, 
Inc. at the LEAD2017 Awards this past 
February. Here are some excerpts from the 
exclusive interview.
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How do you measure the return on investment and success of the 
program?

Participant feedback and engagement is part of our program as-
sessment. We solicit feedback from members both during and after 
the program, and the impact that it has had on everyone involved 
has been significant and worth the program time and investment. 
It’s also been integral in retaining top talent and key employees that 
would have otherwise left the organization. The G3 Program helps 
to solidify and validate the organization’s commitment to them as 
employees.  It shows that we’re willing to invest in their development 
both personally and professionally. 

What lies ahead for the program and how will it continue to 
succeed?

G3 is more than a program. It’s part of our culture. Three years into 
the program, our employees want to know what they need to do in 
order to be included in it. The program has really built a reputation 
for itself.  

Our culture is built on one of support, and G3 gives our participants 
the ability to pay it forward after they have completed their first year 
in the program often serving as a mentor to others and incoming 
program participants. The G3 Program incorporates member feedback, 
and every year we dedicate a great deal of time working through the 
feedback received and listening to what worked, what can be done 
better, etc. so that each year is better than the prior year. It’s a program 
that is built from within, from the top down, and continues to evolve 
and advance with each year that passes. 
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