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L eaders with great coaching skills are an 
asset to any organization. However, there is a 
serious shortage of such leaders today, accord-
ing to a recent study conducted by HR.com in 
partnership with the professional services firm, 
InsideOut Development. The study, titled, 
Coaching as a Management Must, looked at 
a variety of issues related to leader-led coaching, 
including the hallmarks of good coaching and 
the impact it has on organizations. To learn 
more on what’s at stake when managers don’t 
coach their teams well and how to turn the tide, 
read the complete whitepaper.

Have you ever come across leaders who lead 
from the heart? If yes, I bet, you would have 
known the difference. They connect with you 
on a different and deeper level. They mainly 
focus on employee relationships and ensure 
every team member feel that they’re a part of 
the organization´s success. They definitely know 
how to win hearts!

Focusing on driving the bottom 
line and driving emotional connections is what 
leaders of the highest-performing organizations 
do. Visibly displaying emotions like care and 
empathy in ways that your employees are most 
longing for can make a great difference. To know 
more about how to wear your heart on your 
sleeves, read Scott Mautz’s article, 8 Powerful 
Ways To Lead From The Heart.

The terms “leader” and “manager” are too 
common in the workplace. But, how many 
of us actually know what they mean? If you’re 
unsure on the difference between the two, don’t 
worry. Read Madeline Harris’ article, How To 
Identify A Leader From A Manager, where 
she also offers tips for helping young workers 
become better leaders.

Sometimes, we let a negative experience in-
fluence our perception of the whole. Our work 
can be demanding and difficult, but unless we 
take the time to focus on what we are learning 
and the good we are doing and experiencing, 
our negative perceptions can get the best of us 
and override any positive aspects. Read John 
Stoker’s article, Leadership Lessons From The 
River of No Return, where he talks about how 
a recent vacation trip he took provided some 
leadership lessons which are worth considering.

In 2015, according to the Pew study, more 
than half of managerial and professional occupa-
tions (52.2%) were held by women, up from 
30.6% in 1968. Coming to the background 
screening industry, which is largely dominated 
by men, it is noteworthy that of the 16 Chairs 
to lead the National Association for Professional 
Background Screeners (NAPBS), seven have 
been women. Studies emphasize that having a 
woman in an executive position leads to better 
performance. Barry Nixon’s article, Women 
Leaders In The Background Screening Indus-
try throws more light on this interesting topic.

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 Scott Mautz

Here’s how to roll up your sleeves and wear your heart on them

8 Powerful Ways To Lead From 
The Heart

Ever experienced this?
Your working environment is heavy with strategy, plans, and activity 

(maybe too much activity, too few choices). Lots of analysis, plenty of 
goals, frequent task forces. Many presentations and alignment meetings.

High on the inspecting, thinking, ‘head’ part of the equation.
But no heart.
For all the busy-ness in the business, there’s not much soul driving it.
If you haven’t experienced this yet, there’s a darn good chance you 

will. Research indicates that almost 60 percent of respondents in a 
huge global study don’t even think upper management promotes poli-
cies that enable health and well-being, let alone create an emotionally 
connected culture.

Yikes -- no wonder so many of us sneak office supplies home at 
night to “stick it to the man”.

More often than not, the malaise traces back to leadership.
The bottom line is that focusing on driving the bottom 

line and driving emotional connections is what leaders of the highest-
performing organizations do. The key then is to visibly exude caring and 
empathy -- in ways that your employees are most longing for.

Here’s how:
1. show Warmth, an Interest in Their Well-being, and a Desire 
to Connect

I once had a boss who said “The door is always open!” The problem 
was the lower half was shut. It was like approaching a bank teller, 
always at arms-length. I never really felt like I connected, nor did that 
boss seem authentic.

People warm up to warmth and spot insincerity and coldness a mile 
away. And in such cases they’ll stay a mile away too.
2. Help someone with a Circumstance

Ever have someone dig in and help you solve a real problem, a true 
predicament? You don’t forget. And they won’t either if you care 
enough to seek out such opportunities and invest.
3. Keep Your Commitments

People who unfailingly keep their commitments stand out for doing 
so, as sad as that is. Keeping your commitments, even at a cost, shows 
your commitment to individuals in a profound way.
4. Appreciate, Respect, Encourage, Empower

I call these the “Foundational-Four”. So sticky in their resonance, 
yet so easy to let slip.

I can offer help from past articles I’ve written on how to show 
appreciation and encouragement, respect, and empowerment.
5. take the time, Especially When You Don’t Have It

They’ll notice.
At times when you’re the busiest, there’s a darn good chance they’re 

at their busiest too. Maybe it’s a pending big meeting, or you’re all 
in crisis mode in the face of a competitive surprise. The point is there’s 
likely a common denominator to the intensity.

It’s at times like this your people need you most. It’s at times like 
this it›s most noted that you made the time for them, even though 
they know you likely didn’t have it.
6. Listen--Really Listen--It’s What Caring Human Beings Do

I pride myself in this and I still have to be very intentional about 
the practice. I still use the WAIT principle -- from time to time I’ll 
admonish myself and silently ask, “Why Am I Talking?,” instead of 
listening?
7. treat Others’ time as if It’s as Important as Yours

That habit of being ten minutes late, for everything, is growing 
thin--you just might be too thick to realize it. (I mean that with 
love, of course.)

Nothing says “I don’t care about you” more clearly then openly 
disrespecting others’ time.
8. Be as Passionate about Their Growth, Development, and Career 
as You are about Your Own

Even if you’re not in a position to directly advance their career, 
discussing their hopes and aspirations, and helping them develop 
what they need to get there, goes a long way.

So with love in the air this week, bring some to work. You’ll win 
hearts, and minds. LE
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By John R. Stoker

8 questions to assess the quality of your leadership

Leadership Lessons From The 
River Of No Return

Last week our family had the opportunity to run the Salmon River 
in Idaho for a family vacation.  My oldest son has been running the 
river as a guide this summer; consequently, we were invited to go on 
a trip with him. I was excited at the prospect of this adventure given 
that I had been a white water guide myself in the Grand Canyon over 
25 years ago. Previously, I have had to put sharing river rafting with 
my family on hold until my children were older, but now everyone 
has grown enough that we could go together.

We had a marvelous experience with the others in the group and 
enjoyed the beautiful outdoors, starlit nights, and exciting whitewa-
ter. I loved running the river in my youth because of the challenge 
of navigating the river, meeting new people, and learning things 
about myself. This trip was no different and provided many lessons 
in leadership that are worth sharing. 

Looking back on this recent experience on the river, some questions 
came to mind that I would invite you consider as you reflect on the 
effectiveness of your leadership.

1. Do you seek feedback from those with whom you work? I was 
surprised during our river trip when my son asked me how I thought 
he was doing. Most children would not usually ask for a critique from 
their parents. I took the opportunity to give him some tips that would 
help him to maneuver his boat more effectively. 

Usually we wait to receive feedback, rather than actually seeking it 
out. Many seem to take the position that no news is good news, so 
they miss the opportunity to identify what they are doing well and 
what they could improve. Seeking feedback signals to your superiors 
that you care enough about your work to grow and develop while 
meeting their expectations.  

2. Do you have the foresight to anticipate what is needed and 
take initiative to accomplish your goals? Some of the feedback I 
gave my son on our trip concerned this very topic. I coached my son 
to be more aware of his boat in the current and to look downstream 
to anticipate what it would do to his boat in the space and time he 
had. Like learning to drive a car, it takes a while to learn to recognize 
that the vehicle is somewhat an extension of yourself. This knowledge 
is important when contemplating how fast your car is going and what 
you can do with it given the time and space you have to complete a 
maneuver. It is the same on the river—looking ahead and anticipating 
what could happen would allow my son to consider and make needed 
course corrections before a danger became unavoidable. 

Sometimes we become so focused on completing the projects or 
tasks at hand that we fail to look downstream and see where we are 
headed. Anticipating where we are going and what we really want 
allows us the opportunity to take initiative and make necessary course 
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corrections before a crisis arises.  
3. Do you make decisions and stay committed to them? On the 

second day of our river trip, my children, ages eight and fourteen, 
asked me to ride in the paddle boat with them. On one leg of our 
journey, our guide had us entering a rapid on the right side of the 
river. Just at the top of the rapid, she changed her mind and started 
yelling, “Go left, left, left! Paddle for your lives!” We did as we were 
told, but before we could get far enough to the left, we washed over a 
huge boulder, got dumped out of the boat, and ended up swimming 
through the rapid. One of the cardinal rules of the river is, “Once 
you are committed to a path through the rapids, you must stay the 
course.” Unfortunately, our guide didn’t follow that rule, which could 
have put us all in danger and led to a less-than-desirable outcome.

Many leaders are afraid to make a decision for fear of making the 
wrong decision. Or, they don’t stay the course of the decision they 
have made, second-guessing themselves or changing their minds 
without having all the facts. They will abandon ship or try to make 
course corrections before the results have been received. Don’t be 
afraid to plan, evaluate, decide, and check the quality of your results 
before you decide to change direction. 

4. Do you make course corrections when things don’t go well? 
A couple of hours later while still in the paddle boat, we entered a 
large rapid and hit the first wave dead in the center. As we shot up 
into the air, the boat angled to the right as we came down. We failed 
to re-center the boat quickly enough to hit the next wave head-on. 
Because we were off-center, the force of the wave flipped our boat 
right over and we ended up swimming through another rapid.

Our results should teach us what changes we should make if we 
don’t get the results we want. We cannot assume things will go dif-
ferently if we don’t change anything. It’s important to learn to make 
mistakes quickly and learn from them. The challenge then becomes 
to not make the same mistakes again. 

5. When you give direction, do you take the time to explain why? 
In camp, our trip leader was often quite forceful. She was constantly 
barking orders to my son about what she wanted him to do next. He 
came and talked to me about it, and so I told him he should go ask 
her why she gave direction the way she did. He talked to her about 
it and she apologized. She explained that she felt like she could not 
rely on the other crew members as much as she could him. So when 
she wanted things done, she counted on him to do things quickly 
and without discussion. He told her that he would have appreciated 
understanding what was driving her behavior.  

There are two important elements to this story: first, my son assumed 
ill-intent on the part of his manager. If he had not talked to her about 
the situation, he would not have understood why she was acting the 
way she did and he would have continued to harbor bad feelings 
toward her. Second, she didn’t take the time to explain the “why” 
or rationale behind her behavior. As a leader it’s important to take 
the time to explain the reasoning behind your requests and to not 
assume that people will understand the importance or necessity of 
doing something a certain way.   

6. Do you recognize those who work hard and do a good job? 
On our trip, I didn’t hear much of this among the crewmates or even 
from the leader. This seems like common sense, but it may not be as 
intuitive to some people as it is to others.

It is important to make the time to recognize what people are doing 
well and encouraging them when they are struggling. This requires 
conscious attention to what people are doing and deliberate effort to 
make mention of it to them. Performance improves when people’s 
actions are acknowledged and appreciated. Calling out another’s effort 
says to them that you notice and value what they are doing. 

7. Do you make things harder than they need to be? Every evening 
when we stopped for the day, the crew set up the toilet downstream 
with a wonderful view of the river. On one occasion, the crew set up 
the facilities at what seemed to be a quarter of a mile down-river. In 
addition to the distance, the terrain was also very challenging. Given 
that there were a number of people in their 70’s who might struggle 
after dark to reach those facilities, I and a few others requested the crew 
move the toilet a little closer to camp. They complied with our request. 

It’s important to evaluate what we are asking people to do.  Is the 
effort worth the results achieved?  Is there a better way? Sometimes 
what we ask people to do requires more of an effort than what the 
results are actually worth. We ought to be constantly assessing the ef-
fectiveness of what we are doing so we can help others to be successful.    

8. Do you take the time to enjoy the adventure? After the second 
day of our trip, any time I asked my eight-year old if she was enjoy-
ing the trip, she said, “No!” As I probed deeper, she expressed that 
she really started to worry when her brother suddenly started rowing 
faster. I learned that the trauma of swimming through two rapids 
had tainted her view of the experience. So I switched to asking about 
more specific aspects of the trip. I asked her if she liked the food, the 
stars, the swimming, or the friends she was making. Then she always 
responded in the affirmative, for which I was relieved.

Sometimes, we let a bad experience influence our perception of 
the whole. Our work can be demanding and difficult, but unless we 
take the time to focus on what we are learning and the good we are 
doing and experiencing, our negative perceptions can get the best of 
us and override any positive aspects. 

Running the river can be exhilarating, renewing, and highly en-
lightening. I enjoyed this trip with my family and appreciated the 
reminder that there are a number of specific leadership behaviors that 
will not only insure our success but also insure the success of others. LE

    

Leadership Lessons From The River of No Return

John R. stoker is founder and president of DialogueWORKS, Inc. He has 
vast experience in designing strategic change and in creating and implementing 
training curriculum in support of company-wide improvement initiatives. He 
has worked with numerous organizations as a change management consultant. 
As a facilitator and coach, John works with leaders to improve their business 
results and focuses on developing interpersonal skills they must have in order to 
lead. He has experience in the fields of leadership, change management, dialogue, 
critical thinking, conflict resolution, and emotional intelligence.
Connect John stoker
Follow @JohnRstoker
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Pete Blank

Organization: Personnel Board of Jefferson 
County
Program Name: The 360 Degree Leader
Program Director: Pete Blank
Email: pete.blank@pbjcal.org
Call: 205-279-3660
Visit: www.pbjcal.org

#AWorldInspired          LEAD2017 

What is the overall objective of your program?
The 360 Degree Leader program is designed to provide the skills necessary to be a 

successful supervisor as well as a successful person. While some leadership programs 
focus only on management skills, this program develops the people side as well.

There are four quadrants to this program:  Leading People, Leading Processes, 
Professional Development and Technical Development.  Each quadrant contains 
between 45-50 hours of instructor-led training sessions.  

The top portion of The 360 Degree Leader is all about a supervisor developing 
their team through Leading People and Leading Processes.  The Leading People 
program focuses on the relationship side of supervision, and the core competencies 
are change, communication, influence, leadership, and relationships. The Leading 
Processes program focuses on operational skills, with the core competencies being 
efficiency, management, planning, process, productivity and strategy.

The bottom portion of The 360 Degree Leader is all about a supervisor developing 
themselves through Professional Development and Technical Development.  

The Professional Development program is designed to enhance personal devel-
opment skills, and the competencies are awareness, adaptability, branding, growth, 
initiative and professionalism.  The technical Development program allows leaders 
to be up to speed with computer programs and skillsets, and the competencies are 
automation, competence, development, proficiency, progressiveness and technology.

A participant who completes all four quadrants will be designated as a 360 Degree 
Leader.

Who do you impact with your program?
Our program is designed for front-line supervisors, but is open to all employees.  

This allows high-performing employees who are close to promotional opportunities 
to attend training in advance, which sets them up to be ready to lead on day one of 
their promotion.  In addition, it allows them to attend sessions with current supervi-
sors so that they can hear about the current issues, discuss supervisory strategies, and 
be ready for the challenges that lie ahead.

Developing Your 360 Degree 
Leadership Potential

Our editorial team interviewed Pete Blank 
from Personnel Board of Jefferson 
County at the LEAD2017 Awards this 
past February. Here are some excerpts 
from the exclusive interview.

Innovation in Deployment of Leadership Programs

LEAD Award Rank5

19

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

P R O G R A M S

8
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What are the lessons you’ve learned this year from facilitating 
your program?

The main lesson we have learned that there is an incredible thirst 
for learning among local government employees.  At first glance, 
we were concerned that it would be very difficult for employees to 
complete this program, as it contains close to 200 contact hours.  
And it IS difficult to attain.  However, by allowing employees to set 
small goals (one program) that lead to larger goals (all four programs 
and The 360 Degree Leader designation), we have found that many 
employees are adding this program to their individual development 
plans, thus making them more valuable to their organizations and to 
the citizens that they serve.

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

We are in the process of collecting data.  Right now, we have data 
based on verbal interviews and feedback sessions.  We are measur-
ing promotional rates for those who have completed one of the four 

quadrants, or the entire program.  Our future measurements will 
include Kirkpatrick’s levels three and four, where we can show true 
behavioral changes on the job based on this program.

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

Each course in the program is consistently being updated as needed 
with new content, videos, role-plays and more.  In addition, each 
program has an elective category of courses, which allows us to design 
and develop new training based on current needs and future trends.  
This program adds value to the cities and agencies we serve, and allows 
their employees to become better leaders and better people through 
The 360 Degree Leader program. 

#AWorldInspired          LEAD2017 
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Call: 802-847-0082
Visit: www.uvmhealth.org 
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What is the overall objective of your program?
The goal of the Compass program is to strengthen the skills and abilities of the 

UVM Medical Center’s core leadership to build bench strength and increase leader-
ship potential across the system. The program is designed to:
•	 Provide a safe environment for leaders to explore, learn, and grow
•	 Develop both management and leadership skills
•	 Build a sense of community among participants to strengthen their network 
 of colleagues
•	 Enhance participants’ self-awareness and emotional intelligence 

Who do you impact with your program?
Supervisors, Managers, Physicians 

What are the lessons you’ve learned this year from facilitating your program?
One of the things that make Compass unique is that the facilitation team partici-

pates alongside the participants.  When we ask participants to get vulnerable, we get 
vulnerable, when we ask them to dance –well we dance too. We get to know each 
other in a real personal and meaningful way. This year I had the privilege of devel-
oping alongside some exemplar leaders and have learned many things about myself 
and leadership from them. Probably most notably I learned the importance of truly 
being authentic in who I am regardless of the risk. This has led me to continue to 
push the envelope in our curriculum, helping leaders to discover more of who they 
are along the Compass journey. 

How do you measure the return on investment and success of the program?
We use the Core Multidimensional Awareness Profile (CoreMap) to measure the 

starting place for our participants and then we refresh the CoreMap upon completing 
the program. In addition, we conduct both quantitative and qualitative measurements 
at regular intervals include pre and post as well as after every learning event. Lastly 
4 out of the 6 Compass projects have gained traction within our organization – we 
look at this as an informal measurement of success. 

Increasing Leadership Potential 
Across the System

Our editorial team interviewed Ryan G 
Polly from The University of Vermont 
Medical Center at the LEAD2017 
Awards this past February. Here are some 
excerpts from the exclusive interview.
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What lies ahead for the program and how will it continue to 
succeed?

This year we have expanded the Compass program to include our 
Director level of leadership and more of our network affiliates. In ad-
dition, we are putting together an internal train-the-trainer program 
so that Compass alumni can participate as faculty in the future.  We 

are also offering annual alumni events for graduates to get back to-
gether, reconnect, and share in learning. Our overall goal is that the 
program will be sustained by our leadership through empowering 
them to own it. 

#AWorldInspired          LEAD2017 
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By Kevin Sheridan

Once you stop learning, you start dying -  Albert Einstein

The Business Case For Leadership 
Development And Learning

It is not uncommon for Chief Learning Officers (CLOs) to 
struggle trying to secure funds and commitment for leadership devel-
opment programs, despite the value that organizations see from such 
programs.  I’ve been surprised and disappointed to read so many recent 
articles that assail the value of these programs versus the amount of 
money spent on them, including a Wall Street Journal article entitled 
“So much training, so little to show for it,” and a 2016 Harvard Busi-
ness Review article calling leadership development programs “the great 
train robbery.” In reality, nothing could be further from the truth.  
This article is written to specifically arm you with the cold hard facts 
illuminating the immense value of leadership development programs.

A 2015 joint study by The Conference Board and Development 
Dimensions International (DDI), found that CEOs of global com-
panies ranked leadership development efforts as one of their top five 
human capital strategies. In addition, the study highlighted that 
82% of the people reporting to a manager who had been through 
leadership development training witnessed that manager’s positive 
behavioral changes. Improvements included leadership skills such as 
performance management, managing conflict, fairness, communica-
tion, building trust, influencing, and leading change.  Further, 81% 
of those reporting to recently-trained managers said they were more 
engaged in their jobs.

Here are some other very compelling and scientific metrics from the 
same study that prove the incredible value of leadership development 
and learning, all from the organizations that reported post-training 
changes in leadership behaviors:
•	 114% higher sales
•	 71% higher customer satisfaction
•	 42% better operational efficiency
•	 48% more product/work quality
•	 300% additional business referrals
•	 233% extra cross-selling
•	 36% higher productivity
•	 90% lower absenteeism
•	 49% reduced overtime work/pay
•	 105% less grievances
•	 11% lower downtime
•	 90% less rework
•	 60% fewer workplace accident
•	 77% lower turnover
It goes without saying that when armed with these convincing 

statistics, any Chief Learning Officer should be able to secure both 
funding and commitment for future learning and leadership develop-
ment programs. LE
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Kevin sheridan has spent thirty years as a high-level Human Capital Man-
agement consultant. He has helped some of the world’s largest corporations 
break down detrimental processes and rebuild a culture that fosters produc-
tive engagement, earning him several distinctive awards and honors in the 
process. Kevin’s newest product, PEER®, is consistently recognized as a long 
overdue, industry-changing innovation in the field of Employee Engage-
ment, and his most recent book, “Building a Magnetic Culture,” made it to 
the New York Times, Wall Street Journal, and USA Today best-seller lists. 
Connect Kevin sheridan
Follow @kevinsheridan12
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E ven though coaching is becoming more critical within or-
ganizations, there is a serious shortage of leaders with good coaching 
abilities, according to a recent study conducted by HR.com in part-
nership with the professional services firm, InsideOut Development. 
The study, which is based on the responses of 649 HR professionals, 
looked at a variety of issues related to leader-led coaching, including 
the hallmarks of good coaching and the impact it has on organizations.

Highlights from the study:
•	 Coaching is currently a key leadership development practice.
•	 Leader-led coaching will become even more imperative 

over the next 12 to 18 months.
•	 Despite the increased focus, leaders who possess effective 

coaching skills are scarce.
•	 Leaders who are good coaches raise engagement and productivity 

levels.
•	 Checking in regularly on employee progress is the most 

commonly cited coaching strength among today’s leaders.
•	 The most widely cited coaching weakness of leaders is their 

inability to have difficult but necessary conversations with 
employees.

•	 Operations is most commonly cited as the department that can 
most benefit from leader-led coaching.

 
Coaching as a Growing Priority

Leader-led coaching has become a high priority for today’s organi-
zations. However, the rising prominence of leader-led coaching has 
not yet hit its peak. Over half of the survey respondents agreed or 
strongly agreed that their organization plans to further emphasize 
manager-led coaching in the near future. 

Why the increased interest in coaching? One key reason is the rise 
of Millennials in the workforce, as they represent a large cohort of 
young people who can benefit from coaching by more experienced 
managers. Another reason is the need to boost productivity and en-
gagement levels, both of which have tended to stagnate in recent years.  

Understanding Effective Coaching Behaviors
Only about 26% of respondents agreed or strongly agreed that their 

organization’s managers understand effective coaching behaviors. 
Even fewer (19%) agreed or strongly agreed that they demonstrate 
proper behaviors. These findings indicate that not only is there a 
dramatic shortage of managers who understand good coaching, there 
is a knowing/doing gap as well. Organizations must help managers 
move from intellectually knowing about good coaching to being able 
to model and practice it on a daily basis.

 
Coaching Increases Productivity and Engagement

About a third of respondents strongly agreed that good coaches 
have more productive teams, and another 44% agreed with that 
statement. What’s more, four-fifths of respondents agreed or strongly 
agreed with the assertion that “good coaches have more engaged 

  leadership excellence essentials presented by hr.com | 11.2017
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12-18 months.
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teams.” These findings lend support to the notions that coaching has 
a positive impact on the organization’s bottom line.

  
Performance Management and Growth

Coaching also seems to be a way of improving performance manage-
ment. The study found that many organizations need to better align 
performance management with long-term growth. Only about 55% 
of respondents say their performance review programs support the 
long-term growth of their organizations while 13% were not sure if 
it did or not! Surprisingly, another 32% were certain that it did not 
support long-term growth.

 Leader-led coaching is a way of addressing this issue. About 89% 
of the survey respondents indicate that performance management 
approaches that focus on day-to-day conversations between leaders 
and employees support long-term growth in their organizations.

The Characteristics of a Good Coach
The study shows that leaders who are good coaches not only give 

employees a sense that they are being heard, they look for ways to 
give workers opportunities for upward feedback. This dynamic makes 
for improvements in the quality of conversations because it allows 
employees to provide their own feedback to leaders. 

Good coaches are also able to have difficult conversations that result 
in positive results, but the study shows that this is a very scarce skill 
set. Coaches must not only be trained on how to have such conversa-
tions, they should be taught that having frequent smaller conversa-
tions will be far more effective than sitting down with a list of issues.

 In brief, this research study suggests that coaching is one of the 
best ways for employees to develop and progress along career paths, 
and performance management can be improved via more frequent 
leader-led conversations.

to learn more on what’s at stake when managers don’t coach 
their teams well and how to turn the tide, check out the complete 
whitepaper.
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7 Essential Coaching Behaviors | © 2017 InsideOut Development

Coaching drives results. Having spent all my adult life (and half of my teenage years) involved in coaching of 

one sort or another I should be more specific: good coaching drives results. When coaching is not done well 

you don’t just get the same results, you actually risk getting worse results. There are seven essential behaviors, 

that in my experience, leaders can do that will allow them to be great coaches.

by Alan Fine | InsideOut Development Founder and President

COACHING
BEHAVIORS

ESSENTIAL

THE 7 ESSENTIAL COACHING BEHAVIORS:

Believe in performers’ greatness

Act as a mirror

Create a context of possibility

Get clear about responsibilities

Create a safe environment

Help bring focus

Become comfortable with uncertainty

Today coaching is recognized as the #1 talent management best practice, and is now as regularly 

practiced in the workplace as it has always been in sports and music. Leaders who consistently implement 

these seven essential coaching behaviors will begin to have better coaching conversations, and make a 

meaningful difference in business. In this article, we will define and explore each of these behaviors and show 

how every leader can become a stronger coach through the implementation of each one.

7

Self-Reinforcing Loops:
A self-supporting process 
in which what you pay 
attention to influences your 
beliefs and conversely, what 
you believe influences what 
you pay attention to.

1
2
3
4
5
6
7

1  BELIEVE IN PERFORMERS’ GREATNESS
Effective coaches believe their coachees have untapped greatness within them; their intention 

is to free up that greatness. There is much research showing that what we believe about the 

people we coach is a key driver of their performance—it’s often called the Pygmalion Effect¹. What a coach 

pays attention to creates their beliefs and what a coach believes, drives and filters what they pay attention 

to. These create what are called self-reinforcing loops. So if the coach believes their coachee has talent, they 

are more likely to bring it out and vice versa. It’s a statement of the obvious, but if we don’t believe that our 

coachee has untapped greatness why would we waste both their and our time trying to coach them?

2  ACT AS A MIRROR
When we comb our hair in the morning, we look in a mirror in order to have an accurate 

perception of what we are doing. In order to know whether we have an accurate perception 

of our own thinking and/or behavior, we need a mirror. Great coaches serve as a mirror for the coachee by 

providing objectivity to help them more accurately observe their own thinking and behavior. They use words 

and phrases such as, “My perception is…,” or “How it shows up to me is…”. The coachee is then better able to 

know whether what they think they are doing is what they are actually doing.

3  CREATE A CONTEXT OF POSSIBILITY
One person’s “noise” is another person’s inspirational music. Art that looks inspirational 

to one person, looks “blah” to someone else. Cricket arouses the passion of sports fans in 

countries such as England, India, and Pakistan and bores Americans to death. People act based upon how the 

world shows up to them, in other words, their beliefs about the world. Great coaches come from a mindset of 

possibility which helps coachees see the world differently. Coachees can begin to think of options beyond the 

limitations their beliefs and assumptions have created.

The coach brings a set of beliefs and assumptions that allows for a dialogue in which the 
coachee is able to see more possibilities than before.

4  GET CLEAR ABOUT RESPONSIBILITIES
One thing that separates great coaches from other leaders is that great coaches are clear that 

their role is not to be the “expert” giving answers to the coachee. They recognize that providing 

solutions (giving advice), however well intended, can have a long-term consequence—it can disable the 

coachee over the long term. Unintentionally, it can create reliance on the coach’s expertise and a tendency for 

the coachee to avoid taking ownership and finding solutions. Think of the child whose parents give them the 

solutions to their math homework!
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Great coaches see their role as helping the coachee find solutions in a way that they will be able to do it for 

themselves in the future. In other words, their role is not to fish for the coachee but to teach them how to fish. 

An important consequence of this is that the coachee gets to experience ownership of both the problem and 

the solution and therefore gets the acknowledgement for the success, with the coach becoming almost invisible 

to the outside observer.

Great coaches do not take responsibility for solving the coachee’s issues. They take 
responsibility for freeing up the coachee to take responsibility for solving those issues.

5  CREATE A SAFE ENVIRONMENT
One of the most important factors in accelerating a person’s learning, and therefore their 

performance, is a safe environment. The fastest learning takes place in childhood when we are 

open to all experiences. What slows down this extraordinary ability—and it’s an ability everyone has—is the 

internal conversations that go on in our minds, the ones that say, “Don’t screw up,” or “Everyone’s watching,” or 

“Don’t trust him.”

We develop these internal dialogues in response to the threats that life throws at us, including toddlers being 

shouted at by their moms or dads, being told we’re stupid in school, and being advised we don’t have the talent 

at work. Once we develop those internal conversations (usually in response to the threats that show up in our 

lives) learning slows down.

Perhaps the biggest single contributor to creating this safe environment is the coach being non-judgmental 

about the coachee. The coach may have opinions about what will generate the desired outcomes, but she or he 

should listen to and observe what the coachee thinks, says, or does without passing judgment about whether it 

is good or bad, right or wrong. Great coaches create a safe environment for the coachee where the coachee can 

“look in the mirror” without fear of judgment.

6  HELP BRING FOCUS
To me there are four important factors that impact human performance—knowledge, faith, 

fire, and focus. And while they are each important, the most important is focus because it 

drives every thing we do. It’s what separates our good days from our bad days at any level 

of performance. When we are focused, we do things well whether it’s solving a problem, having a tough 

conversation, or playing golf. When we are focused, our minds are quiet and undistracted. Focus is the driver of 

human performance, and great coaches help their coachees discover what’s important to focus on and how to 

sustain that focus over time.

About Alan Fine
Alan is an internationally sought after performance innovator, the co-creator of the widely recognized 
GROW® Model, and pioneer of the modern-day coaching movement. In addition to his work in human 
performance, Alan is also a New York Times Bestselling Author, keynote speaker, and well-respected 
business executive and professional athlete coach. He has dedicated the past 35 years helping people from 
all walks of life elevate their performance and unlock potential. 

7  BECOME COMFORTABLE WITH UNCERTAINTY
Effective coaching gets past symptoms and addresses root causes. 

It will help a coachee become aware of and test the underlying 

assumptions that drive their view of the world and therefore their behavior. 

This often results in coaching discussions that go in directions that neither the 

coach nor the coachee anticipated. Then the coachee becomes more aware 

of the preferences and biases that are driving their actions. Great coaches are 

comfortable with the uncertainty that goes with not knowing where the path of a 

coaching conversation might lead and what the discussion might reveal.

There are, of course, many more things that great coaches do. But these seven 

behaviors have stood out to me as being present in all the great coaches I have 

seen, whether they were sports coaches, music coaches, or leadership coaches. 

My invitation to you is to think about which of these behaviors you might begin 

implementing to have better conversations, to create more of an impact, and 

improve your abilities as a leader and as a coach.

1. Pygmalion effect From Wikipedia, the free encyclopedia. The Pygmalion effect, or Rosenthal effect, is the phenomenon in which the greater the 
expectation placed upon people, the better they perform. The effect is named after Pygmalion, a play by George Bernard Shaw.

The Performance Wheel
The four factors that impact 
human performance are 
Knowledge, Faith, Fire, and 
Focus. Focus is the most 
important because it drives 
the other three.

Want to put coaching to 
work for your organization? 
Contact us now to get started.   insideoutdev.com  |  1.888.262.2448
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expectation placed upon people, the better they perform. The effect is named after Pygmalion, a play by George Bernard Shaw.

The Performance Wheel
The four factors that impact 
human performance are 
Knowledge, Faith, Fire, and 
Focus. Focus is the most 
important because it drives 
the other three.

Want to put coaching to 
work for your organization? 
Contact us now to get started.   insideoutdev.com  |  1.888.262.2448

http://insideoutdev.com/
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insideOut 
Development

South Jordan, 
Utah www.insideoutdev.com www.hr.com/insideout

Applied learning 
Systems, inc. Alachua, Florida www.alesys.com www.hr.com/als

Career Partners 
international

El Segundo, 
California www.cpiworld.com www.hr.com/careerpartners

Center for 
Coaching 

Certification
lakeland, Florida www.coachcert.com www.hr.com/coachcert

Center for Creative 
leadership

Greensboro, 
North Carolina www.ccl.org www.hr.com/

creativeleadership

CHURCHill 
lEADERSHiP 

GROUP
tampa, Florida

www.
churchillleadershipgroup.

com
www.hr.com/churchill

Circles Of 
Excellence, inc. Dallas, texas www.circlesofexcellence.

com
www.hr.com/

circlesofexcellence

Coach People inc Bedminster, 
Pennsylvania www.coachpeople.com www.hr.com/coachpeople

CPP—The People 
Development 

People

Mountain View, 
California www.cpp.com www.hr.com/cpp

Effective Global 
leadership

Palm Beach 
Gardens, Florida

www.
effectivegloballeadership.

com
www.hr.com/effectiveglobal

iCoachFirst Bridgewater, New 
Jersey www.icoachfirst.com www.hr.com/icoachfirst
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international 
Coaching 
Federation

lexington, 
Kentucky www.coachfederation.org www.hr.com/icf

iSi Human 
Resources 
Consulting

Houston, texas www.bigfiveperformance.
com www.hr.com/isi

Kelly Outsourcing 
and Consulting 

Group
troy, Wisconsin www.kellyocg.com www.hr.com/kelly

lee Hecht Harrison 
(Knightsbridge)

Woodcliff lake, 
New Jersey

www.lhhknightsbridge.
com/en-ca www.hr.com/knightsbridge

living As A leader Brookfield, 
Wisconsin www.livingasaleader.com www.hr.com/livingasaleader

Performex Brookhaven, 
Georgia

www.performex.com/
workplace-coaching-

program
www.hr.com/performex

Quantum leaders Vancouver, 
Washington

www.quantumleaders.
com www.hr.com/quantum

Right Management Milwaukee, 
Wisconsin www.right.com www.hr.com/

rightmanagement

Stitt Feld Handy 
Group toronto, Ontario www.sfhgroup.com www.hr.com/sfhgroup

The Arbinger 
institute Farmington, Utah www.arbingerinstitute.

com www.hr.com/arbinger

The Ken Blanchard 
Companies

Escondido, 
California www.kenblanchard.com www.hr.com/kenblanchard

The Workplace 
Coach Atlanta, Georgia www.theworkplacecoach.

com www.hr.com/workplacecoach

training Solutions, 
inc.

Chantilly, 
Virginia

www.trainingsolutions.
com www.hr.com/trainingsolutions

Xponents Wheat Ridge, 
Colorado www.xponents.com www.hr.com/xponents
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By Tracey Nawrocki

3 ways to do it

Coach Your Managers To Success

You know, not everyone’s happy when they get promoted. Sounds 
strange, right? I know. But think about it… your employee, let’s call 
her Rhonda, is happily working hard and delivering results in her 
job. She is dedicated and always has her nose to the grindstone. Then 
one day you call her in to say how thrilled the company is with her 
performance and *GREAT NEWS* she’s being promoted!

Fast forward a few months, maybe a year, and Rhonda finds herself 
not jumping out of bed to get to work like she used to. You notice 
she seems to be acting strange—un-Rhonda-like—but you can’t quite 
put your finger on it.

You definitely thought you were doing the right thing by recog-
nizing Rhonda and rewarding her with the promotion and the new 
manager title.  And that’s true—high-performing individual contribu-
tors deserve recognition and the opportunity to move up the ladder. 
Their success as leaders of people, however, depends on you. And the 
truth is Rhonda’s stressed out and starting to crack under the weighty 
responsibility of managing her team.

And you start to wonder…
•	 Did I prepare her for this role?
•	 Was she ready to be a manager and focus on a team first?
•	 Does she know how to delegate?
No individual contributor has or needs to have these skills, so 

becoming a manager is a pretty seismic shift that Rhonda, and many 
others, are just plain unprepared to handle. The following three pivot 
points are critical to accomplishing the mindset shift required to go 
from individual contributor to people manager. If you want your 
new managers to thrive in their role, focus your coaching on these 
three topics.
1. People as Their #1 Priority

Help new managers understand their number one priority is to 
engage, coach, and develop their people. Their success is no longer 
based on what they do as an individual, but instead on the results 
of the team.
•	 Help them assess where they are really spending their time. Is 

the majority of their time spent with customers, with reports/
emails/metrics, or with their team? The simple act of defining 
their current reality is eye opening and a good place to begin.

•	 Together, look for specific, tactical ways to start to shift more 
time to developing people. Challenge their thinking, hold them 
accountable for change and check in on progress regularly.

2. Delegate to Develop
New managers are often reluctant to delegate. They may feel un-

comfortable reassigning work, they may not know what to delegate, 
or underneath it all, they may be concerned that someone else on the 
team may do the job better than they could.
•	 Educate your new manager on the dos and don’ts of delegation. 

Make sure they have the tools and resources to understand what 
and how best to delegate.

•	 Share your own stories about delegation and what you’ve learned. 

Talk candidly about what might stand in their way of effectively 
delegating. Challenge them to overcome any personal barriers t
hey have about doing so.

•	 Confirm they value delegation as an important development 
opportunity for team members. Together, strategize specific 
projects, tasks, or responsibilities that could be stretch assignments 
for team members. Stay close and challenge your new manager 
to take notice of the impact this has on team member engagement 
and overall satisfaction.

3. Know Your team
Ensure your managers realize they need to learn about their team 

members as individuals—specifically, what each team member does 
best and where they can improve or build on existing skills.
•	 Challenge managers to use every interaction with their team as 

an opportunity to get to know them better. Regular meetings 
should not simply be focused on holding people accountable 
and getting a status update. Managers should also be listening 
closely and asking questions to understand what aspects of the 
work are most appealing to each individual team member.

•	 Hold them accountable for developing this knowledge and 
putting it to use. Knowing each team member’s strengths and 
what they want to do next will help shape delegation decisions 
and drive engagement.

•	 Role model this competency in your approach with your own 
team. Be deliberate and transparent.

As you promote your best employees, you have nothing but good 
intentions for their success, as well as their ability to make a positive 
impact on the company in their new role. But, don’t underestimate 
how important you are to their success as managers. Coach them 
and give them the tools and resources they need to make it happen. 
Rhonda is the perfect example. She loved her job and was great at it. 
She was promoted, but simply didn’t know how to manage others. 

The solution is relatively simple—help your people stop acting 
like individuals and start thinking like managers. With a focus on 
these pivot points through your coaching and support, your manag-
ers will be able to help their teams thrive. When your new managers 
truly know their role and their teams are performing at their best, 
this directly affects the customer experience your company delivers. 
Then, everyone wins. LE

tracey Nawrocki is Strategy Execution Consultant at Root Inc. She has 17+ 
years of account management and organizational development leadership experi-
ence across industries. 
Connect tracey Nawrocki
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By Mostafa Sayyadi

3 dimensions that play a crucial role

Measuring Organizational Culture 

today’s globalized nature of competitiveness is placing more 
pressure on organizations to employ effective leaders who are capable 
to develop a global vision for organizations. Leaders need to think 
globally yet act locally because local strategies need to be realigned 
with the global economic integration and for individual countries. 
Leadership plays a critical role and is a strategic prerequisite for busi-
ness success in global markets. Patterson argues that effective leaders 
in world-class organizations are highly characterized by enablers of 
organizational commitment, flexibility, and problem-solving oriented. 
The global markets represent cross cultural settings and require top 
management executives who can adapt to various environments 
successfully. In fact, there is a global need to evaluate organizational 
culture to accomplish sustainable competitiveness in global markets. 
Organizational culture includes three dimensions: 
•	 Collaboration
•	 Trust, and
•	 Learning
These three cultural aspects play a critical role in enhancing the ef-

fectiveness of organizational knowledge cycles. Collaboration provides 
a shared understanding about the current issues and problems among 
employees, which helps to generate new ideas within organizations. 
Trust towards their leader’s decisions is also a necessary precursor to 
create new knowledge. Moreover, the amount of time spent learning 
is positively related with the amount of knowledge gained, shared, 
and implemented. 

Organizational leaders facilitate collaboration by developing relation-
ships in organizations. A leader can contribute to the cultural aspect 
of trust, through considering both employee’s individual interests 
and company’s essential needs. Also, leaders identify individual needs 
of their employees and develop a learning culture to generate new 
knowledge and share it with others. Organizational leaders can highly 
manipulate a firm’s culture (i.e., collaboration, trust and learning) to 
conform to the needs and expectations of strategic goals and objectives.

To effectively leading organizational culture, business leaders need 
to accurately measure organizational culture within companies. In the 
first step, the measurement items of collaboration should basically 
evaluate the degree to which employees actively support and provide 
significant contributions to each other in their work. In doing this, 
the sample statements in the survey can be:
•	 In my organization, members are supportive. 
•	 In my organization, members are helpful.
In the second step, business leaders should investigate trust in a 

firm’s capacity to maintain the volume of reciprocal faith in terms 
of behaviors and intentions. In doing this, the sample statements in 
the survey can be:
•	 In my organization, members work toward organizational goals.
•	 In my organization, members have reciprocal faith in others’ 

ability. 
In the third step, in examining the cultural aspect of learning, 

business leaders should evaluate the extent to which learning is mo-
tivated within the workplace. In doing this, the sample statements 
in the survey can be:
•	 In my organization, various social mechanisms such as clubs 

and community gatherings are provided.
•	 In my organization, members are satisfied by the contents of 

job training or self-development programs.
In conclusion, success in today’s global business environment can 

be more effective when organizational leaders can effectively gauge the 
effectiveness of culture in companies. Building on these three aspects 
of organizational culture, companies can attempt to continuously 
innovate and create new and valuable services or products through 
applying new ideas and knowledge. LE
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We often hear the terms “leader” and “manager” in the workplace, 
but how many of us actually know what they mean? Are they two 
words referring to the same role or are they two completely different 
concepts? 

As an executive, understanding your younger workforce is essential 
for appropriately delegating tasks, promotions and even succession 
planning, Yet, far too often executives don’t know how to effectively 
distinguish between a leader and a manager. 

If you’re unsure on the difference between the two, don’t worry. 
You’re in the right spot. Below, I’ll go over each term and specifically 
highlight how an executive can identify a leader from a manager, as 
well as the importance of being able to identify a leader when plan-
ning a successor.  
Why Planning for a successor is trickier than You Might Think

Planning for a successor is a critically important part of the greater 
workforce planning process.  Choosing an unsuitable person for this 

How To Identify A Leader From A 
Manager
Tips for helping young workers become better leaders 

By Madeline Harris
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role can cause significant damage to a company as a result of a lack 
of guidance and a failure to maintain company culture and brand 
mission. In fact, an inspiring leader has been shown to impact em-
ployee engagement rates by as much as 70%. 

Surprisingly, many executives fail to properly identify an appropriate 
successor with most companies having a failure rate of 45% for new 
managers and executives, showing just how easy it is for even experi-
enced business veterans to make a mistake with the person they choose. 

One of the reasons it is so difficult to find the right successor is 
the numerous myths of succession planning that many executives 
still believe are true. These myths can - and do - lead otherwise smart 
people to make misguided, and potentially bad, decisions. 

Two of these myths are the ideas that external candidates are more 
exciting and will bring more to the company and the belief that a 
successor must be ready right now. Another common misconception 
is that because there is a good internal candidate, there is no need 
to give any consideration to external ones. This is notion is just as 
limiting and cuts companies off from a multitude of opportunities. 
Using Disney as an Example 

You might be aware that Disney’s CEO, Bob Iger, is planning to 
retire in June of 2018.  For several years, two major candidates for 
successor, Tom Staggs and Jay Rasulo, competed with one another 
in the hope of being chosen as Iger’s successor. Rasulo eventually left, 
leaving Stagg as the only competitor. Unfortunately, after he failed to 
gain the full support of Iger and Disney’s board, Staggs left as well.  

Now, Disney have no internal candidate and very little research on 
appropriate external candidates. Disney’s current position is a great 
learning example for executives that are unsure of the importance of 
successfully finding an appropriate successor. If Disney had taken a 
balanced approach and examined candidates that worked internally 
as well as those that worked for other corporations, they would have 
been able to not only avoid getting stuck without a candidate, but 
also the terrible press that has come with it. 
Managers and Leaders: The Differences

One of the essential skills that executives need to identify worthy 
candidates to lead the company forward is the ability to know whether 
or not a candidate has leadership abilities or is simply a manager. 

How can an executive clearly spot a leader from a manager? Well, 
each situation may be a bit different, but leaders stand out from even the 
most skilled managers. Outside of that, here are a few traits of leaders:
Managers tend to let themselves be more restricted by 

bureaucracy. Mangers follow rules unthinkingly, while leaders 
focus on creating innovation and overcoming obstacles. 

•	 Leaders have much more self-awareness. While managers focus 
primarily on critically evaluating the employees, leaders regularly 
evaluate themselves. 

•	 Leaders have a different approach to failure. While managers 
tend to have negative reactions to failure, leaders grasp the fact 
that failure is a common occurrence and see it as a learning 
experience. 

•	 Leaders are stronger in the areas of courage and truthfulness. 
They have the strength to be courageous and truthful even when 
it is most difficult. 

•	 Leaders put a lot more trust in their teams, and they are more 
willing to take the risk of giving them new and important 
projects. 

•	 Leaders take a different approach to process management.  While 
managers focus on efficiency alone, leaders understand that 
there are other, equally important factors at play. 

Leaders are able to clearly identify and work with individuals from 
a variety of dynamics and different backgrounds.  One good example 
of this ability in action is found in the nursing profession.  A great 
deal of attention has been paid to ensuring that nurses from different 
generations (Baby Boomer, Generation Xers, and Millennials) are able 
to work effectively by studying the leadership and communication 
techniques that work best with each.  All three generations currently 
have a strong presence in the nursing workplace, with 50.2% of nurses 
being Baby Boomers, 30.4% Generation Xers, and 19.4% Millennials.  
strategies for Helping Young Workers Become Better Leaders 

To help Millennials become better leaders, we need to help them 
improve in their weak areas and capitalize on their strengths.  In “Top 
10 Skills Every Great Leader Needs to Succeed”, authors Jack Zenger 
and Joseph Folkman highlight 10 skills that are needed for successful 
leadership.  The ones that are most promising for Millennials include 
the ability to inspire and motivate others, to display technical exper-
tise and improve communication through the use of technology, to 
communicate effectively in general, and to innovate.  The leadership 
skills that many Millennials might find more challenging (but they 
can succeed in if they set their mind to it) include building relation-
ships, some aspects of problem solving and issue analysis, a focus on 
results, and the development of strategy. 

Wrapping Things Up 
Executives should keep in mind that being a manager doesn’t mean 

that one is automatically a leader. True leadership in the workplace 
demands a great deal more than a manager’s job description. Strong 
leaders are necessary to ensuring a company’s success. In order to find 
the best possible successor and plan your workforce generally, you 
need to become adept at recognizing a great leader. LE

How To Identify A Leader From A Manager

Madeline Harris is a recruitment and human resources specialist professionally, 
but a writer at heart. She is especially interested in advancing health and wellness 
programs within workplaces and assisting veterans during their transition back 
into civilian life. When she isn’t watching basketball or trying out a new recipe, 
she enjoys reading, discovering new music, and making connections with people 
of various backgrounds and cultures.
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Amanda Thompson

Organization: U.S. Xpress, Inc.
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Program Director: Ralph Romero, Talent 
Management, Director
Email: rromero@usxpress.com
Visit: www.usxpress.com

#AWorldInspired          LEAD2017 

What is the overall objective of your program?
U.S. Xpress understands how important their people are to sustaining success. This 

is supported by the request made by senior leadership to produce an internal vehicle 
to further develop front-line managers and leaders of leaders. The request was satis-
fied by the development of the Leadership Xcellence Program which is a 14 week 
development program. The program includes classroom time and individual coaching 
to bring the lesson right to the leader’s desk and environment. Leaders are nominated 
each round by their Vice-President to participate in the program. Topics include 
Strengths based Leadership, Strategic Planning, Maximize Team Performance, Lead 
Above the Line, and Making Change Happen.  360 feedback surveys are conducted 
prior to and 90 days following the course. 

Who do you impact with your program?
The initial target audience for the Leadership Xcellence program was our Leaders 

of Leaders. This cohort was the primary target as we strongly believed that in order to 
change and improve our organizational competencies it start with our leaders. These 
decisions have led to extreme support from our leaders and an overwhelming request 
from managers to participate in the program.  

What are the lessons you’ve learned this year from facilitating your program?
The year of 2016 for the Leadership Xcellence Program provided some learning 

moments. We understood that the coaching portion of the program was an essential 
piece to the participants’ overall development; however, we did not realize how much 
the participants would embrace this tool. The participants were appreciative of the 
time spent in their work environment helping them putting the concepts into practice.

An additional learning moment was the need to utilize additional avenues to com-
municate participant successes throughout the organization. We recognized after the 
first cohort’s graduation an increase in curiosity from the employee base. While we 
utilized several communication channels, we did learn that adding a SharePoint Leader-
ship Xcellence page was needed as a one stop resource for all employees to reference.  

Developing Front-line Managers 
and Leaders of Leaders
Our editorial team interviewed Amanda 
Thompson, VP of Human Resources 
from U.S. Xpress, Inc. at the LEAD2017 
Awards this past February. Here are some 
excerpts from the exclusive interview.

Innovation in Deployment of Leadership Programs

LEAD Award Rank5
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How do you measure the return on investment and success of the 
program?

A 360 survey is executed prior to participating in the program as 
well as three months after the course. Results from the second 360 
survey has shown improvements in targeted competencies. We also 
track participants promotion rates and in the past year three partici-
pants have been promoted to a Vice President role.

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

Since the inception of the program and the overwhelming results, we 
are in the process of expanding Leadership Xcellence. We are currently 

building Leadership Xcellence Fundamentals for our front-line man-
agers and Leadership Xcellence at the Peak for our leaders of leaders. 
Each series will continue to have a coaching component to ensure the 
learning continues to be translated to the real-world environment.

#AWorldInspired          LEAD2017 
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Dr. Trish Holliday

Organization: Tennessee Department of 
Human Resources
Program: LEAD Tennessee
Program Director: Dr. Trish Holliday, Assistant 
Commissioner and Chief Learning Officer
Email: trish.holliday@tn.gov
Call: 615-516-7026
Visit: www.tn.gov/dohr

#AWorldInspired          LEAD2017 

What is the overall objective of your program?
LEAD Tennessee is a pipeline of current and emerging leaders moving through 

12-months of intense, high impact development in eight leadership core competen-
cies, thus building bench strength within agencies and creating a pool of leadership 
talent for the state.

Data clearly show Tennessee is facing significant loss of leadership with the potential 
retirement of baby boomers. LEAD Tennessee seeks to address the urgency to create a 
talent pool of leaders and build leadership bench strength within each agency. LEAD 
Tennessee connects with state executives, business, academic, and community partners.  
These partnerships are the essence of the sustainable success.

Who do you impact with your program?
All preferred service and executive service state employees are eligible to submit 

their names into their respective agency’s selection process. The primary focus is on 
current and emerging leaders in state government. The program has significantly 
contributed to the advancement of leaders throughout the enterprise.

What are the lessons you’ve learned this year from facilitating your program?
We have learned that creating a sustainable leadership program that continues to 

impact the entire enterprise requires convincing executive leadership to sponsor the 
program, regardless of political ties. We were able to accomplish this by showing 
the return on investment of developing leaders for the organization’s future. When 
leadership development is value – add, executives support the programs and sponsor 
the learning.

Creating a Talent 
Pool of Leaders
Our editorial team interviewed Dr. Trish 
Holliday from Tennessee Department 
of Human Resources 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 survey after every session, and at the end of the year-long 
program. The survey asks participants their view of the relevance of 
the topic studied and how they are able to apply the material learned 
to their jobs. We are also doing longer-term surveys to capture the 
impact the program has on graduates as it relates to improvement in 
both leadership and job performance.  Each participant has a pre-
360° assessment and a post-360° assessment specifically measuring 
the leadership competencies of the program.  The metrics validate 
the high learning impact of Lead Tennessee with participants and 
with leadership partners.

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

The goal is to continue the program well into the future. As we 
approach a change in state leadership, we feel we have presented a 
strong business case for the continuance of LEAD Tennessee because 
of the impact it is having on creating a /sustainable bench strength of 
leaders for state government. As long as we demonstrate the powerful 
impact of the program, we anticipate future executive leaders will want 
to sponsor it into the future.

#AWorldInspired          LEAD2017 
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By Sattar Bawany

Importance of empathy as an emotional & social intelligence competency for servant leaders

The Art And Practice Of Servant 
Leadership

Increasingly, companies are recognizing that leaders who dem-
onstrate high emotional & social intelligence competencies are crucial 
to their organizational effectiveness. Why? Because ultimately it is the 
people within the organization – leaders, managers, and individual 
contributors at all levels – who must translate corporate strategy and 
business goals into action. They must understand the organization’s 
vision and make it their own. They must become its champion by 
influencing others to follow them and help them implement. This is 
the essence of leadership in a High-Performance Organization (HPO) 
(Bawany, 2014). (See Figure 1).

From the ongoing longitudinal research by Centre for Executive 
Education (CEE), we believe that leadership is all about envisioning 
the future and energizing the organization including the team to 
achieve that vision. This includes the ability to impact and influence 
on your followers with ontological humility and leveraging on the 
right leadership styles underpinning by the relevant emotional and 
social intelligence competencies resulting in achieving your organi-
zational goals.

Figure 1 – Framework for Developing High-Performance 
Organization (HPO)

The Results-based Leadership (RBL) Framework
Because individuals in organizations can rarely be successful alone, 

they must influence, lead, and coordinate their efforts with others 
in order to achieve their goals – to translate vision into action. A 
leader’s success rests in large part upon his or her ability to influence 
the different groups he or she must relate to in the organization: the 
superiors, peers, and direct reports.

The CEE Results-based Leadership (RBL) Framework presents an 
operating model and proven approach for putting employees first. 
Putting the customer first has been the mantra of many companies 
for a long time. But however correct the mantra may be, perhaps it’s 
time to question the wisdom of it. Some companies already have, 
that is, put the customer second, after employees. The results are 
surprising and enlightening – engaged and contented employees and 
companies cited for their best practices. Moreover, customers are 
satisfied (Bawany, 2015). (See Figure 2).

Figure 2 – Framework for Results-based 
Leadership (RBL)

Importance of Empathy as a Leadership Competency of servant 
Leadership

In CEE executive coaching engagements over the years, our coaches 
have found that many leaders and managers vaguely understand the 
impact empathy has on leadership effectiveness. One of the reasons, we 
have found out, is that very few of them have been trained or taught 
how to cultivate empathy in their lives and work as a daily practice.

The empathetic leader put themselves in their follower’s shoes and 
attempt to see things from their perspective. Empathy doesn’t mean 
agreeing with someone. Empathy is not sympathy. Empathy doesn’t 
mean telling them that they are right, or even addressing their concern. 
Demonstrating empathy shows that you care enough to give someone 
else’s issue the same level of respect and attention they do.

The life of a leader has plenty of demands and pressures. Having the 
relevant leadership skills and competencies to handle them would seem 
to be a pre-requisite for success. At CEE, we have identified several 
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specific skills from a wide array of Emotional & Social Intelligence 
(ESI) competencies, as the ones that differentiate successful leaders 
from other people. Fortunately, these skills can be improved with the 
proper training and coaching (Bawany, 2015).

One of these ESI competencies is Empathy. Empathy can be simply 
defined as the ability to be aware of and understand how others feel. 
It is a key component of people-oriented and participative leadership. 
This would include being sensitive to the feelings, concerns, and needs 
of the co-workers and is able to see the world from their perspective.

For a Servant Leader, empathy can also be seen as demonstrating 
an active concern for people and their needs by forming close and 
supportive relationships with others. Leaders who lack empathy may 
be perceived by others as cold, uncaring, and having little interest in 
them as people. Leaders, who score high on this competency, work 
to develop close bonds with others. They spend time getting to know 
people and are able to give their colleagues the feeling that they are 
personally involved with them. They tend to emphasize the importance 
of being generous and kind and displaying a sincere interest in the 
well-being of others. If carried to extremes, however, this closeness 
may cloud a leader’s objectivity and result in decisions which do not 
properly consider the organization’s best interests. Hence it would be 
crucial for the leader to bear in mind the saying “Familiarity breeds 
contempt”.
servant Leadership Lessons from CEO of Microsoft Corporation

In today’s hyper-competitive, disruptive VUCA driven business 
environment, we need a new breed of CEOs and Business Leaders 
which are defined less by “commanding and controlling” or “auto-
cratic/coercive and pacesetting” leadership styles but rather more of 
“inspiring and empowering” or “authoritative/visionary and coaching” 
leadership styles (Bawany, 2015).

A great example of a leader which demonstrates this approach 
effectively and successfully is Microsoft Corporation CEO, Satya 
Nadella. Unlike his predecessor, the notoriously combative Steve 
Ballmer, Nadella has dramatically revived Microsoft’s reputation and 
its relevance by emphasizing collaboration and what he calls a “learn-
it-all” culture versus the company’s historical know-it-all one. As Fast 
Company ‘s senior editor Harry McCracken explains in “Microsoft 
Rewrites the Code,” the results have been eye-popping: more than 
$250 billion in market value gains in less than four years—a feat 
that, quantitatively, puts Nadella in the same league of Jeff Bezos 
of Amazon, Tim Cook of Apple, Larry Page of Google and Mark 
Zuckerberg of Facebook.

Nadella demonstrates ontological humility when a few months 
into his tenure, he made a major faux pas at a conference for women 
engineers that spawned a wave of criticism. He owned the mistake 
and admitted to biases that he hadn’t realized. The episode ended up 
building his credibility in the long run.

Nadella’s leadership style is to emphasize what’s been done right. He 
starts each senior leadership meeting with a segment called “Researcher 
of the Amazing,” showcasing something inspiring at the company and 
by doing so he created an organizational climate of trust partnership 
with his co-leaders (See RBL Framework).

Nadella is a strong believer in talent management and has been 
personally involved in the recruitment of new talent into the company, 
and he has emphasized the importance of an outsider’s perspective in 

steering the organization to greater heights. But he has put even more 
focus on unleashing potential within the leadership team including 
high-potential leaders. He’s created a high-performance driven culture 
with his empowering and coaching style of leadership which relies 
on managerial coaching as an organizational development tool. He 
also believes that resistance to change is a behavior rather than a fixed 
personality trait that can be addressed with coaching.

Finally, Nadella demonstrates empathy as he recognizes that his 
co-leaders and employees’ perspective is real and important to them. It 
may not be real, or important, to him, but it is very real and important 
to them. He gives it the same level of respect and attention they do.

In a high-performance driven culture, putting yourself in your 
team members’ shoes can go a long way when you’re trying to help 
them in their job. We connect emotionally to them so that we can 
understand them better, and ensure they always feel confident in what 
they are doing. We don’t just feel for our people; we feel with them.

As Servant Leaders, we must work with, and through, others to 
accomplish organizational objectives and achieve success. The better 
we become at seeing things through other’s eyes, the better we will 
influence and inspire them. Empathy may not seem like a “business” 
concept, but it’s a behavior worthy of practice if we aspire to be great 
leaders in driving for success in our organizations. LE

The Art And Practice Of Servant Leadership

Prof. sattar Bawany is the CEO & Certified C-Suite Master Executive Coach 
of Centre for Executive Education (CEE). CEE offers human capital manage-
ment solutions for addressing challenges posed by a multigenerational workforce 
including talent management and executive development programs (hat help 
nextgen leaders to develop the skills and knowledge to embrace change in 
today’s VUCA World. 
Visit www.cee-global.com 
Connect Prof sattar Bawany
Follow @sattarbawany 
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“
empathy can be simply defined as the ability to be 
aware of and understand how others feel. It is a key 
component of people-oriented and participative 
leadership. This would include being sensitive to the 
feelings, concerns, and needs of the co-workers and 
is able to see the world from their perspective”
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Venkat Prasad

Kristina Natt och Dag

Organization: UNC Physicians Network & 
Kanof Institute for Physician Leadership – 
North Carolina Medical Society
Program: Developing Physician Leaders
Program Directors: Kristina Natt och Dag; 
Venkat Prasad
Email: Tnattochdag@ncmedsoc.org; Venkat.
prasad@unchealth.unc.edu\
Visit: www.ncmedsoc.org; www.uncpn.com/pn/

#AWorldInspired          LEAD2017 

What is the overall objective of your program?
The program provides an innovative approach to physician engagement in the 

rapidly changing context of health care. It aims to enable personal and professional 
development for lifelong leadership skills and success in line with the organizational 
mission of providing quality health care to all individuals in North Carolina. The 
program further allows practical application of lessons learned through project-based 
learning, which further involved participants at every level.

Who do you impact with your program?
Primarily physicians and Advanced Practice Providers (APPs), but also other 

stakeholders such as patients, health care networks, staff and coworkers.

What are the lessons you’ve learned this year from facilitating your program?
The importance of perseverance, as well as ongoing and frequent feedback to 

allow rapid cycle improvement of the program. Listening to all stakeholders helped 
to identify gaps in the curriculum. Throughout the program, we gained a better ap-
preciation for the importance of participants’ time commitment, and recognition of 
their work and effort to engage and learn. Keeping in mind the time invested by the 
participants, we sought to optimize scheduling of non-clinical activities in order not 
to add to existing workload, avoiding the perception of work overload. The value of 
peer-to-peer learning and using practicing physicians as facilitators proved extremely 
valuable to the participants, and allowed for robust discussion including sharing best 
practices and resources. We have been able to demonstrate to administrators the 
value and long-term ROI of physician engagement and enhanced leadership skills. 
This has helped enable the continuation of the program. In our second year, we 
have expanded the program to include physicians beyond those serving as medical 
director in their practice and to APPs. This has allowed a richer conversation and 
highlights the notion of team-based care.

An Innovative Approach to 
Physician Engagement

Our editorial team interviewed Venkat 
Prasad from UNC Physicians Network 
and Kristina Natt och Dag from Kanof 
Institute for Physician Leadership – 
North Carolina Medical Society 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?

Program sessions were continuously evaluated for level 1 (reaction)
and 2 (learning) using revised Kirkpatrick model including relevance 
through a retro pre and post set-up to ensure a more accurate degree 
of change in the understanding of a certain topic. To understand level 
3 (behavior) and level 4 (results) learning, a number of data points 
were used. These included patient satisfaction, 360s and physicians’ 
satisfaction surveys for level 3 and productivity for level 4.

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

The next step will be to offer coaching opportunities for those who 
have completed the program. We will identify individual coaches who 
can work with current program participants on a one-on-one basis 
to help develop their individual leadership skills. The success of the 
program is shared with two individuals, whose work and support 

is a key to our results: Erin Grover (Kanof Institute for Physician 
Leadership) and Kathleen Traveis (UNC Physicians Network).

#AWorldInspired          LEAD2017 
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By Kevin Cashman

How to build self-awareness so your beliefs, values, principles, and behaviors line up

Deepening Authenticity For 
Sustainable Leadership

If all the principles supporting sustainable leadership, authen-
ticity is one of the most important. It also can be one of the most 
challenging. Most people never realize that it’s an area of their lives 
that needs attention. In more than three decades of interacting with 
thousands of leaders, I’ve yet to meet an executive for coaching who 
comes to me lamenting, “I’m having real trouble being authentic.” 
If authenticity is so important, why don’t we recognize it as an issue 
within ourselves? The answer is both simple and profound: we are 
always authentic to our present state of development. We all behave in 
perfect alignment with our current level of emotional, psychological, 
and spiritual evolution. All our actions and relationships, as well as 

the quality and power of our leadership, accurately express the person 
we have become. Therefore, we conclude that we are “authentic,” 
because we are doing the best we can with the information, experi-
ence, competencies, and traits that we have at this time.

There is a big catch, however. While we are authentic to our current 
state of development, we are inauthentic to our potential state of de-
velopment. As Shakespeare wrote so eloquently in Hamlet, “We know 
what we are, but not what we may be.” As humans and as leaders, we 
have an infinite ability to grow, to be, and to become. Our horizons 
are unlimited. If there is an end point to growing in self-awareness 
and authenticity, I certainly have not seen it.

FEAtURE
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To deepen authenticity—to nourish leadership from the inside 
out—takes time, attention, and courage. In today’s world, the amount 
of distraction and busyness we all experience keeps us from undertak-
ing the inward journey and engaging in the quiet reflection required 
to become more authentic human beings. By middle life, many of 
us are accomplished fugitives from ourselves. In Self-Renewal: The 
Individual and the Innovative Society, John Gardner writes:

Human beings have always employed an enormous variety of clever 
devices for running away from themselves. We can keep ourselves so busy, 
fill our lives with so many diversions, stuff our heads with so much knowl-
edge, involve ourselves with so many people and cover so much ground 
that we never have time to probe the fearful and wonderful world within.

To courageously penetrate the commotion and distraction of our 
lives, to explore the depths of ourselves, is the prerequisite for self-
awareness and authenticity. So what is authenticity? Based on our 
experience assessing and coaching thousands of leaders over the years, 
we define authenticity as the continuous process of building self-
awareness of our whole person, as well as being transparent with 
others about our whole person—both strengths and limitations. This 
heightened self-awareness allows us to predict our likely responses to a 
variety of situations. As a result of this awareness, more often than not, 
the authentic person’s beliefs, values, principles, and behaviors tend 
to line up. Commonly referred to as “walking the talk,” authenticity 
also means embodying your talk at a very deep level.

Authenticity is so much more than simply being true to ourselves; it 
also requires being true to others. Authenticity carries a much bigger 
responsibility to speak up, to light up the darkness, and to “shake 
the spiritual tree,” as Ken Wilber puts it. “You must let the radical 
realization rumble through your veins and rattle those around you,” 
Wilber elaborates. Authenticity is rarely complacent. It is clear about 
what is important and what needs to change. It is not attracted to 
convention but is more compelled by courageous conviction. With 
genuine authenticity, we shake ourselves free from the restrictions of 
the past and courageously express alternative futures.

Another prominent feature of highly authentic individuals is open-
ness. Whether they come to authenticity naturally or work hard to 
attain it, the most real, genuine, sincere leaders tend to have the 
courage to be open about both their capabilities and their vulner-
abilities. They have an inner openness about their strengths as well 
as their limitations. They know who they are and don’t apologize for 
their capabilities. They also have an outer openness about their whole 
selves. They try neither to cover up their weaknesses nor to “hide 
their light under a bushel.” They have managed to avoid the pitfall 
that Malcolm Forbes described: “Too many people over-value what 
they are not and undervalue what they are.” Self-compassion—being 
open and receptive to our vulnerabilities—is an important aspect of 
authenticity. By acknowledging our own vulnerabilities and appre-
ciating our whole selves, we can truly be compassionate to others. 
As David Whyte, poet and author of The Heart Aroused, beautifully 
wrote, “We need to learn to love that part of ourselves that limps.”

In Good to Great, Jim Collins explains that his research identified 
the interesting duality in “Level 5 leaders,” who are both modest and 
willful, humble and fearless, vulnerable and strong, interpersonally 
connected and focused—in short, leaders who “had grown toward 
wholeness.” Their “compelling modesty,” as Collins puts it—their 

authenticity, as we would term it—draws people to come together 
to achieve.

Authentic people have dual awareness of their strengths and vul-
nerabilities. This more complete self-awareness allows them to focus 
on the team, organization, and marketplaces—not on themselves. 
As Collins elaborates, “Level 5 leaders channel their ego away from 
themselves and into the larger goal of building a great company. It’s 
not that Level 5 leaders have no ego or self-interest. Indeed, they are 
incredibly ambitious, but their ambition is first and foremost for the 
contribution, not for themselves.” Level 5 leaders—authentic leaders— 
see their purpose beyond their limited selves as passionate instruments 
of service and contribution. As the late David McClelland elucidated 
in The Achieving Society, effective leaders use their Socialized Power 
in service to a more purpose-driven achievement motive. Authentic 
leaders harness their gifts to serve something greater.

In Daniel Goleman’s extensive research on emotional intelligence 
in the workplace, Goleman cites self-awareness— “attention to one’s 
own experience,” or mindfulness—as the primary competence in his 
framework for managing ourselves, which is a prerequisite for man-
aging others. In Primal Leadership: Learning to Lead with Emotional 
Intelligence, Goleman and his coauthors, Richard Boyatzis and Annie 
McKee, assert, “A leader’s self-awareness and ability to accurately 
perceive his performance is as important as the feedback he receives 
from others.” The flow of crucial information to develop our coura-
geous authenticity comes from the inside-out and from the outside-in.

While most leadership research does not suggest authoritarian 
leadership approaches as ideal in what Thomas Friedman has coined 
as today’s “flat” world, I have seen some authoritarian leaders with 
substantial authenticity outperform leaders who strove to be col-
laborative, yet lacked authenticity. I’ve seen leaders low in charisma 
and polish get in front of a group and stumble around a bit, but their 
personal authenticity and substance were so tangibly established that 
they inspired the group members and moved them to a new level of 
excellence. Could such leaders benefit from working on their leadership 
approaches? Certainly. But how much would it really matter, compared 
with their trust-inspiring authenticity? “The individual who does not 
embody her messages will eventually be found out,” warns Howard 
Gardner in Leading Minds. “Even the inarticulate individual who 
leads the exemplary life may eventually come to be appreciated.” LE

Deepening Authenticity For Sustainable Leadership

Kevin Cashman is Global Leader of CEO & Executive Development at Korn 
Ferry. He is the author of LEADERsHIP FROM tHE INsIDE OUt: Becom-
ing a Leader for Life, Third Edition (Berrett-Koehler; October 30, 2017).
Visit http://cashmanleadership.com/ 
Connect Kevin Cashman
Follow @Kevin_Cashman
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Jessica Jones

Organization: Conductix Wampfler
Program: Conductix Academy
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 for the program is to give high potential employees within 

the company an opportunity to learn more about the organization both locally and 
globally. This builds business acumen, develops empathy for other departments and 
breaks down silos. 

Who do you impact with your program? 
The program impacts those high potential employees that are participating, but 

ultimately it impacts the entire organization. High Potential Employees are chosen 
based on performance, leadership skills, exhibiting proficiencies in our HPE com-
petencies and assessment reviews. The more knowledge employees gain, the more 
well-rounded and ready they are for the next level.  

What are the lessons you’ve learned this year from facilitating your program? 
Our lesson learned with this program is to be flexible! Every participant’s back-

ground is different. Participants are all coming from different departments as well as 
their interactions with other departments and job responsibilities are different. It’s 
important to take existing relationships and continue to build them as well as bridge 
the gap on relationships that would be worthy to have for future initiatives. 

We also learned that we needed to give our participants assessments to better 
understand themselves. It’s just as important for them to learn about their strengths 
and areas to improve as well as what motivates them as it is to learn about the or-
ganization. They then have the self-awareness and emotional intelligence to build 
relationships and know what they can offer to other leaders in the organization. This 
is also helpful when building individual development plans to assist in growing those 
areas of improvement and achieving their next desired steps within the company. 

How do you measure the return on investment and success of the program? 
Evaluating the return on investment and success of the program comes from survey 

feedback from the participants and also feedback from the trainers in each depart-
ment. Positive comments about departments working better together and measuring 
employee satisfaction and engagement has shown positive results. Participants had 

Developing High Potential 
Employees
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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several suggestions on process improvement, which has had a direct 
result of cost savings, time savings and improved customer experience. 

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

The program will continue to grow. The participants will have a 
development plan put together to provide action plans to help them 
with their next steps. Current participants will become mentors for 
the next participants in line. As the current participants finish up the 
program, they will also be seeking out a mentor either outside of the 

company or from a higher level executive to become their mentor. 
Lastly, the last two years of participants will work together on a team 
project to solve a company problem. 

#AWorldInspired          LEAD2017 
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By Randy Sabourin 

Safe practice and the consequences of perfection

Learning To Make Mistakes

“You know nothing Jon Snow” – Ygritte, Wildling, Beyond the 
Wall (George RR Martin)

I’ve made a lot of mistakes, and I will continue to make them in the 
future. Although it’s very hard to accept at the time, the more mistakes 
I make, the better I become. No one is an expert, or even any good, 
after the first or even after several attempts at a new skill. Failure and 
mistakes are the way we learn and develop skills. This is particularly 
true of interpersonal business skills that require an improvisational 
approach such as leadership, sales or coaching conversations. “Learn-
ing from our mistakes” is a common concept that most of us believe 
in, but do we put it into action? Is it part of our corporate culture, 
L&D (Learning and Development) or Talent Development strategy? 
I’d say not very often. In fact, I’d say that most organizations have a 
very low tolerance for failure and mistakes and perhaps understand-
ably so, considering that mistakes often cost money.

If you see a star in your organization that is a better salesperson or 
coach than you are, that means they have had the time and opportunity 
to fail more often than you have. The star salesperson held up as an 
example of how everyone on the team should be executing the sales 
process is the star because they have had more opportunities to fail. 
Put another way, the scope of your success is based on how many 
mistakes you’ve made, assuming of course that you’ve learned from 
your mistakes and don’t make the same ones again and again. If you 
believe that some people are just naturally gifted salespeople or leaders, 
think again.  Geoff Colvin in Talent is Overrated (2008), and Andres 
Ericsson in Peak, Secrets from the New Science of Expertise (2016) both 
make a compelling argument through research that whether it’s sales, 
business, music, or athletics, individuals that work hard and practice 
far longer and more effectively than their peers are more successful. No 
one is born a great investment banker, coach, or salesperson - they’ve 
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had the opportunity to survive the consequences of their failures and 
have taken advantage of them by learning and improving.  

It’s clear that you need to make mistakes in order to learn but how 
many mistakes can a person afford to make on the job before they’re 
asked to move on? The answer, like the answer to most difficult ques-
tions, is that it depends. 
Obsession with Perfection (And the Consequences of Failure) 

I cannot recall how many times (but it’s a lot) that I’ve heard an 
executive say something like, “We just hire smart and experienced 
people, we don’t need to spend much on training.” The same execu-
tives say equally senseless things like “failure is not an option” or “all 
we need is perfect execution.” Perfectionism is one of the plagues of 
our society because it promotes a fear of failure. We avoid moving 
outside our comfort zone and embracing risks as a result. People will 
not take risks if they are managed by fear of failure. If they don’t 
take risks, they won’t try new things in order to improve. “I’ve been 
coaching people (or selling) successfully for twenty years, obviously 
I’m good enough!” is another equally foolish thing I often hear. Ex-
perienced people reject traditional training because it does not focus 
on improving their skills, it concentrates on telling them what they 
already know. There is also a body of research (see aforementioned 
books) that proves that if you do something the same way for a long 
time, the state of automaticity, without trying new things, without 
seeking to improve through deliberate practice, you get worse at the 
skill over time. The next time you hear a salesperson say they don’t 
need training because they’ve been selling the same way for 20 years, 
odds are they’re getting worse every year. 
Learning from Mistakes (Taking Responsibility) 

Learning from our mistakes takes a level of personal responsibility 
that is difficult for many business people to accept, mainly because of 
our need for perfection and control. Unfortunately, blame and finger 
pointing are the usual outcomes. Avoiding failure has been drilled 
into us since we were in school but consider that the willingness to 
fail is willingness to succeed; people who avoid failure, avoid trying to 
improve. All too often, blaming others is accompanied by a sense of 
entitlement that is driven by an unwillingness to accept that you may 
not perfect. Blame is far too prevalent as a means to avoid responsibil-
ity. I have witnessed corporate cultures where it’s common practice to 
hunt for mistakes and to assign blame for every one of them. Don’t 
get me wrong, mistakes can hurt and cost a company, but if they are 
punishable, everyone will avoid taking responsibility, work in fear, 
and not learn or grow. If you don’t own your mistakes because you 
can’t afford the consequences, you won’t learn from them. 

Failure strategy (Building Failure into the Process with Deliber-
ate Practice)

“Anyone who has never made a mistake has never tried anything 
new.” — Albert Einstein

The solution is two-fold: mistakes made in the spirit of trying to 
improve should be judged differently and a safe place for people to 
practice interpersonal business skills is required. A safe space where 
people can practice new skills and make mistakes without financial or 
social consequences would amplify the return on investment of L&D 
investments such as Leadership, Coaching, Sales, etc. Safe practice 
also needs to include a coaching and feedback system that does not 
negatively affect promotions or compensation. The practice should be 

deliberate, measurable and delivered by a professional that can focus 
on practicing not ‘telling’ the learner what to do.

I envision practicing content from learning programs as well as 
situational practice sessions, focusing on developing skills, receiving 
relevant feedback, and exploring difficult conversation topics like 
diversity and inclusion. There are two kinds of feedback that are 
critical to deliberate practice. When a learner fails to apply a skill 
in the conversation, the feedback should point this out and ensure 
there is an understanding. For example, if during a sales conversation 
the learner neglects to respond appropriately to an objection (using  
empathy and good open-ended questions, for e.g.)  the coach should 
discuss during the post-scenario debrief and target it during practice. 
The second feedback skill is emotional, how it felt to be in the con-
versation. In the same example of a sales conversation, the additional 
feedback would focus on how the customer felt when their objection 
was responded to without empathy.  An example might be, “When 
you jumped right into your response and your agenda, I felt ignored 
and became more disinterested as a result.”  
Learning shift, Culture shift

Most learning and development organizations still focus on knowl-
edge transfer, during which they tell their learners what to do and 
let them figure out how to turn that knowledge into real skill on 
the job. The 70-20-10 model is evidence that most skills (70%) are 
acquired by doing, yet the majority of L&D budgets still focus on 
what to teach. By embracing safe and deliberate practice, budgets can 
shift to helping individuals improve their skills, develop their own 
style, and to make those inevitable mistakes without consequences. 
The results are a faster time to value for new hires, increased revenue 
and skills for experienced learners, and a decrease in the amount and 
costs of mistakes.

Perfection and control are deeply embedded into corporate culture, 
and the costs of failure are hard to predict. Embedding safe and 
deliberate practice into a culture is a great way to lower the cost of 
mistakes and more importantly elevate interpersonal business skills. LE

Learning To Make Mistakes

Randy sabourin is the Co-President of Practica Learning (formerly e-roleplay 
Inc) and Co-founder of Anderson Sabourin Consulting Inc (ASCI). He assists 
organizations to sustain learning and development investments using a combi-
nation of deliberate practice programs and business improvisation. His focus is 
on how individuals and teams perform under pressure. He combines a unique 
style of facilitation, coaching, and deliberate practice to help reveal individual 
behavioral style and its effects on important client facing, coaching, change, 
and leadership conversations. Randy has published several articles on Deliberate 
Practicing of Business Skills, Change & Diversity, Business Improvisation and 
Training Sustainment; his Leadership Blog is widely read.
Connect Randy sabourin
Follow @randy_sabourin

Would you like to comment? 
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Angela V. Paccione

Organization: Verus Global
Program: Pathways to Leadership
Program Director: Sundi Ford
Email: info@verusglobal.com
Call: 303-577-0075
Visit: www.VerusGlobal.com

#AWorldInspired          LEAD2017 

What is the overall objective of your program? 
Our award-winning program delivers 2 Years in 3 Days: We promise your leaders 

will unify to one team in what would normally take two years to accomplish. Pathways 
to Leadership equips leaders in the context of their teams to live and lead at their 
highest potential. Teams will function as one cohesive unit capable of sustainably 
delivering immediate and meaningful results for the business.

Who do you impact with your program? 
Leaders and their teams in non-profit to Global Fortune 500 companies, in 25 

industries and 38 countries.

What are the lessons you’ve learned this year from facilitating your program? 
I continue to reaffirm the belief that all people want to be great – the best expres-

sion of themselves. It is up to leaders to create the conditions for individuals to be 
fulfilled and inspired at work. This is when they perform at their best, bring out the 
best in others, and partner across the business in such a way that the shared objectives 
are delivered and everyone succeeds. While this is the inherent desire, many are not 
equipped to make it happen. Our program equips leaders to do the big things they 
hope to do and create the conditions for comprehensive success.

How do you measure the return on investment and success of the program? 
We look at their team’s performance before, during and after the program. Some 

of our client success stories include:
Merger to One-Team…Fast
Joint Venture Success: 600% Increase in Sales
Increase in Market Share by 10 Points
20% Growth Despite Market Forces

What lies ahead for the program and how it will continue to succeed?
We just launched our new book, Do Big Things which includes the Do Big Things 

(DBT) Framework which has now been incorporated into our program to provide 
participants with a framework for equipping and mobilizing the team to deliver for 
the business – with their whole heart in it. We continue to partner with HR leaders 
and O&LD leaders to assist in accelerating the leadership capability development 
and team performance in their organizations. We’re elevating humanity in the 
workplace one organization at a time. 

 
 

Living and Leading at Your 
Highest Potential
Our editorial team interviewed Angela 
V. Paccione from Verus Global at the 
LEAD2017 Awards this past February. 
Here are some excerpts from the exclusive 
interview.

Top Leadership Partner 
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By W.Barry Nixon

Firms with more women leaders boost performance, productivity

Women Leaders In The Background 
Screening Industry

Women have made inroads into the top leadership positions in 
corporate America. Today, 26 women are serving as CEOs of Fortune 
500 companies (5.2%), and 5.4% are serving as CEOs of Fortune 
1000 companies.

Even more, a majority of American women are in the labor force. 
As of November 2015, Women account for about half of the U.S. 
labor force (47% in November 2015).

Women have made strides in terms of positioning themselves to 
move into the leadership pipeline. In 2015, according to the Pew 
study, more than half of managerial and professional occupations 
(52.2%) were held by women, up from 30.6% in 1968.

Even more, says research from Catalyst, a non-profit organization 
whose mission is to accelerate progress for women through workplace 
inclusion, females in leadership positions in many industries can lead 
to higher profits. The report, The Bottom Line, found that companies 
that had more women on boards had better financial results than 
those who had fewer. Specifically, it found that companies with the 
most women board directors had 16% higher Return on Sales than 
those with the least, and 26% higher Return on Invested Capital. The 
report also noted that companies with fewer women on boards had 
more governance-related controversies than average.

It is difficult to pinpoint the exact performance bump a female 
presence can lend a company, but overall, the Catalyst research 
emphasized that having a woman in an executive position leads to 
better performance.

While statistics do not currently exist on the number of female 
senior executives versus their male counterparts in the background 
screening industry, our sample suggest that women in this industry 
are holding their own and climbing the corporate ladder better than 
many other industries.

It is also noteworthy that of the 16 Chairs to lead the National 
Association for Professional Background Screeners (NAPBS), the 
association that serves as ‘the voice of the background screening 
industry and represents professional background screeners, seven 
have been women.

 Claire Hart, CEO of Sterling Talent 
Solutions, is one example of a success-
ful CEO whose leadership is behind 
the company’s number one position 
in the background check industry. 
She didn’t exactly plan a career in the 
background industry, but is working 
to advocate for more female executives 
in the industry. Her foray into the 
industry was a bit accidental; she was 
contacted by a recruiter for the CEO 

role at Sterling Talent Solutions, and was immediately interested, partly 
due to Sterling’s number one position in the market. In addition, she 
says, “Background screening is a must-have service. Also, being that 
the industry is global, there are many growth opportunities.”

Another reason that Hart was attracted to the industry and still 
enjoys her role is her technical background. “I started as an applications 
programmer, and I realize that every industry today is very dependent 
upon technology. So, my experience with technology and product 
development has helped me in my career and has helped Sterling. We 
differentiate ourselves through the use of technologies. Our business, 
just like every business, is dependent on technology. Another advantage 
that we have over the competition is a good mix of people with very 
detailed experience in this industry and in other industries.”

 Daphne Large, CEO of DataFacts, 
was employed with Equifax Services 
for 10 years in a Regional Operations 
Center, where she says, “We had boot 
strapped a background screening sales 
initiative into our region to   help grow 
our revenue, and I was responsible for 
that both from a sales and operations 
perspective. So when I started Data 
Facts in 1989, it was natural, and it 
made sense that in time, we would 

begin to offer these services, which we did in 1992.”
Large has invested in personnel, and today, credits her team to 

the company’s success. “I attribute our success to our foundational 
believe that if we take care of our people, they will take care of our 
customers, who in turn take care of Data Facts,” she explains. “This 
model has never let us down.”

  
Pati Cinkle is CEO of Candid Re-
search, but previously, she owned a 
large staffing company for 25 years 
(1989-2014). By 2008, she had 
become so frustrated waiting for 
background checks that she decided 
to just do them on her own. “I hired 
someone from the background in-
dustry to show me the ins and out 
of obtaining court records. I began 
troubleshooting the bottlenecks in 

each county. Soon we were experiencing same-day results. In 2014, 
I sold my staffing company to a large competitor, which allowed me 
to focus on Candid Research.”

Much like Hart, Large, and Cinkle, there are other female executives 
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who never planned on a career in the background check industry, 
including Melissa sorenson, Executive Director for the National 
Association for Professional Background Screeners; Marty Britton, 
CEO of Britton Management; traci Ivester, President of Clearstar; 
Kristin stafford, CEO/Managing Partner of Vital4 Data; Noelle 
Harling, Vice President of Frasco Investigative Services; Christine 
Cunneen, CEO of HireImage; Elizabeth Fitzell, CEO of RISQ 
GROUP; Nitza Lamas, VP International of SJV & Associates; and 
Julie Hakman, CEO of American Checked.

Similar to Hart, Hakman was also 
recruited by one of the Big 3 screen-
ing companies in the late 1990s to 
launch a new division. “It was all 
about timing, sort of the perfect 
storm,” she says. “Negligent hiring 
suits had caught the attention of the 
HR community encouraging them to 
start screening employees, technology 
had advanced to introduce the internet 
to B2B services, margins were high 

and the industry was exploding, and I got a trial run at being an 
entrepreneur while being backed by a company with deep pockets. 
Several years later in 2004, I knew it was time to put my money where 
my mouth was and branch out on my own. I reached out to two of 
the top industry leaders and asked if they were interested in starting 
a screening company that could compete on a national level while 
embracing the values of family, community and people. They took 
a leap of faith, committed 100% and believed in building a dream.”

For others, getting into the industry was more of a happy accident. 
Sorenson saw an advertisement for a compliance officer position at a 
mid-sized consumer reporting agency, Britton studied civil engineering 
and worked as a Project Manager for an engineering consulting firm 
for 15 years, Traci Ivester had a criminal justice degree and worked 
for a parole office working as a background investigator.

 According to Theresa Preg, Senior 
Director, Product Services, FIRST 
ADVANTAGE, “After moving to a 
new city in the early 1990s, I found 
myself assisting a company with a 
background screening need. I’d not 
been in the industry at that time, but 
I was fascinated by the subject matter 
and everything that was involved with 
conducting a background check and 
found a lot of consequential value in 

the outcome of screening services. The more I dug into and networked 
around, the more my career blossomed!”

Harling says, “I was doing workplace investigations, and part of the 
process was often a background check on the subject of our investiga-
tion. When we shared the background results with the employer, we 
often heard, ‘If only I’d known before we hired him.’ Pre-employment 
background checks were a relatively new concept, and I was intrigued 
by the idea of starting a new business line that would help our clients 
through the entire employee life cycle.”

 And Cunneen of HireImage is a CPA 
who wrote a business plan on employ-
ment screening for a Master’s program 
and realized the great potential in the 
industry, she says. “We started the 
background screening company, spe-
cializing in employment screening, 
in 2005 and have grown every year 
since.”

While the background industry has 
been largely dominated by male execu-

tives, increasingly female executives are choosing the profession, in 
addition to being recruited. Hart says, “One third of the professionals 
on our executive committee are women, and I’m proud of that. They 
have all been in the industry for a long time, they are smart women 
who have been able to advance their careers. In addition, at Sterling, 
we have several examples of allowing work at home situations. We 
are about results, and we are not obsessed with a physical presence 
in an office. As we are metrics driven it’s easy to see if someone is 
producing or not. We are also very consistent with pay, and women 
are compensated the same as men, and are given opportunities for 
advancement.”

 traci Ivester, COO, Clearstar adds, 
“I think most of us realize the impor-
tance of providing employers with 
the information they need to make 
informed hiring decisions. Women 
are generally more nurturing and com-
passionate than men, and these traits 
are of particular use in the screening 
industry. It’s not softness, but a way 
of working with organizations and 
applicants to explain the depths of 

screening, including both the positive and negative impacts. I feel 
proper education is one of the biggest gaps in the background screen-
ing industry. Women are helping to bridge this gap by educating 
background screening companies, employers, and the industry as a 
whole about how to interpret and use the information gleaned from 
a background check as well as how to help the applicant be knowl-
edgeable about their own data. Women have become more confident 
and ambitious, and they simply don’t accept being told they can’t be 
as successful in business as their male counterparts. The background 
screening industry embraces this, and I believe the number of women 
in leadership roles will continue to expand.”

 
stafford notes that “Women are suc-
cessful in all industries and the back-
ground screening industry is no dif-
ferent. Women are born gifted with 
the ability to successfully manage ex-
tremely intricate processes, and back-
ground screening certainly provides 
challenges due to the many moving 
parts involved. Success in this industry 
requires dedication, stamina, interper-

Women Leaders In The Background Screening Industry
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sonal skills, methodical thinking, patience and motivation and most 
of these skills come naturally to most women.”

Harling of Frasco Investigative Servic-
es notes that as the industry is relatively 
new, with an extremely accelerated 
growth rate, there has been a huge 
vacuum for talent, and women have 
been poised to take advantage of the 
opportunities. “The other aspect that 
plays into it, at least for me, is that 
despite the media perception, our job 
really is to help people – and that seems 
to be a role women gravitate to more 

than men,” she says. “Whether it’s helping clients or consumers, if 
we are doing that part of our job well, it feels really good.”

“There are many successful women in the background industry, but 
I believe there should be many more,” Lamas notes. “This industry 
has an impact on people’s lives, forges safe working environments, 
and has an overall positive impact in the community. The industry 
comprises many great and forward-thinking companies, such as my 
current employer, SJV, where women have the opportunity to grow 

and develop professionally. The most successful women I know in this 
industry have a wide breadth of knowledge, in addition to specific 
understanding of certain focus areas.”

Every woman has her own definition of success. But there are certain 
traits that most successful women share.

Kristin Strafford sums it up quite well, “Success in this industry 
required dedication, stamina, interpersonal skills, methodical think-
ing, patience and motivation and most of these skills come naturally 
to most women.” LE

Women Leaders In The Background Screening Industry

W. Barry Nixon, SHRM-SCP is the COO at PreemploymentDirectory.com. 
He co-authored the landmark book, Background Screening & Investigations: 
Managing Hiring Risk from the HR and Security Perspective. He also is the 
publisher of award winning newsletters, The Background Buzz and The Global 
Background Screener, and the author of the Background Checks column in PI 
Magazine. In addition, Barry is a past recipient of the elite ‘Top 25 Influential 
People in Security’ Award by Security Magazine.
Visit http://preemploymentdirectory.com 
Connect W. Barry Nixon

Would you like to comment? 
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Our HR Certification Courses Average a 93% Pass Rate Among Participants

•	 Our	programs	include	the	entire	set	of	
	 materials	from	HRCP	(Human	Resources	
	 Certification	Preparation)

•	 Materials	include:	6 Study Guides,	100s of  
 Flashcards,	and	over	800 online practice 
 exam questions 

•	 Designed	for:	PHR®,	SPHR®,	SHRM-CP®,		
	 and	SHRM-SCP®

HR.com 2017 Study Program Materials:

 

•	 30 hours of live, instructor-led online  

 virtual classroom sessions

•	 2 classes per week (live, online)

•	 Evening	Hours	(8PM,	9PM,	or	10PM	ET)
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16-WEEK COMPREHENSIVE COURSE
 

•	20+	hours	of	interactive	instruction	 
 and tutorials 

•	User-friendly	learning	platform	tailored		
	 specifically	for	HR	Certification	Exams

•	Accessible	anytime,	and	anywhere	 
 with internet access

SELF PACED ELEARNING COURSE

For Seasoned 
HR Professionals

+

SAVE $50
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FA2017CONFS

GET STARTED AT:
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Dr Louise van Rhyn

Organization: Symphonia for South Africa NPC
Program: Partners for Possibility 
Program Director: Dr Louise van Rhyn
Email: louise@symphonia.net
Call: +27 21 – 913 3507
Visit: www.PfP4SA.org

#AWorldInspired          LEAD2017 

What is the overall objective of your program?
To strengthen leadership in South Africa’s businesses and schools.

Who do you impact with your program?
Business leaders and school principals.

What are the lessons you’ve learned this year from facilitating your program?
The power of 
•	 not-knowing (as participants are then more open to learning)
•	 being in a 1:1 relationship with someone who cares deeply
•	 business leaders being immersed in contexts different from those they are used 
 to and comfortable
•	 being part of a year-long learning journey with a community of leaders who 
 are doing something really important
•	 having important work to do as this increases the depth of impact of the work
 shops and books etc.

How do you measure the return on investment and success of the program?
We have a rigorous Monitoring and Evaluation (M&E) process around the pro-

gramme. In addition to the M&E process, we also have regularly had Masters students 
do impact studies about the impact of the programme and the feedback continues 
to inspire us. 

What lies ahead for the program and how will it continue to succeed?
There is a lot of interest in this process from government and business in South 

Africa and we expect thousands of South African business and education leaders to 
participate in the process over the next decade as we work towards a more prosper-
ous South Africa. 

Strengthening Leadership

Our editorial team interviewed Dr Louise 
van Rhyn from Symphonia for South 
Africa NPC  at the LEAD2017 Awards 
this past February. Here are some excerpts 
from the exclusive interview.

Top Leadership Partner
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Upcoming Virtual Events & HR.com Webcasts
Virtual Events

www.hr.com/virtualconferencesView our Upcoming Virtual Conference Schedule and Register Today!  

Schedule

Employee Benefits and Wellness November 7, 2017

HRIS and Payroll February 21, 2018

HR Strategy and Planning November 14, 2017

Leadership March 6, 2018

Recognition and Engagement May 10, 2018

Talent Acquisition March 27, 2018

Talent Management January 23, 2018

Training and Development April 10, 2018

Workforce Management December 5, 2017

Advancing the HR Function February 14, 2018

The State of AI, Chatbots, & Machine Learning in HR December 12/13, 2017

Webcasts

A Selection of Webcasts Date Time

Using Behavioral Science To Power Best-Fit Recruiting and Development Nov 7, 2017 11:00 AM - 12:00 PM ET

The Neuroscience of Effective Video for Learning  Nov 08, 2017 11:00 AM - 12:00 PM ET

Today’s Campus Recruiting: How to Use Trends, Tools & Technology for
Success

Nov 09, 2017 11:00 AM - 12:00 PM ET

Leveraging your Intranet to drive your HR Objectives Nov 14, 2017 2:00 PM - 3:00 PM ET

The New Employee Experience: Employees As Experts to Make Smarter 
Decisions, Faster

Nov 15, 2017 1:00 PM - 2:00 PM ET

www.hr.com/upcoming_webcastsView our Upcoming Webcast Schedule and Register Today!    

Register

Register

Register

Register

Register

http://web.hr.com/obs78
https://web.hr.com/duwt
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Sean Thomas

Organization: George Washington’s Mount 
Vernon
Program: George Washington Leadership 
Institute
Program Director: Sean Thomas
Email: leadership@mountvernon.org 
Call: 703-799-8627
Visit: www.mountvernon.org/leadership

#AWorldInspired          LEAD2017 

What is the overall objective of your program?
The Institute is a comprehensive curriculum that seamlessly integrates classroom 

instruction, on and off historical estate experiences, and historical interpretation that 
strives to educate, reflect, and inspire participants on the significant lessons of George 
Washington’s life, leadership, and legacy. Washington’s life still reflects the epitome 
of American leadership and character. He is relevant to each new generation because 
the most prominent character traits demonstrated by Washington – strong moral 
values, undaunted courage, solid and consistent judgment, establishing a shared 
vision, and executing a strategy with a complete commitment to what is best for his 
country – never go out of style. His actions defined civility during an uncivil period, 
as he showed how one person’s example and deeds can make an enormous difference. 

Washington was our first national hero, and his leadership was once our nation’s 
greatest resource. His personal traits should be studied, celebrated, and emulated as 
timeless hallmarks of conduct.  This highly effective experiential learning program 
will provide leadership lessons within the context of Washington’s era.  Through the 
use of case studies, discussions, and exploratory activities, participants will be able to 
translate these lessons into current practical applications.  

Who do you impact with your program? 
The Leadership Institute at Mount Vernon focuses on providing leadership de-

velopment opportunities for boards of directors, executive leadership teams, and 
established and developing leaders in both the private and public sectors including 
college students. Whatever the organization’s size, specialty, objectives, or budget, we 
can create a custom-designed curriculum that will enhance their leadership skills by 
focusing on the traits, actions, and life of our founding father.

What are the lessons you’ve learned this year from facilitating your program?
When we started the hard launch of The George Washington Leadership Institute 

two and half years ago, we believed that our curriculum would be equally focused 

Offering Leadership Lessons 
Within the Context of 
Washington’s Era
Our editorial team interviewed Sean 
Thomas from George Washington’s 
Mount Vernon  at the LEAD2017 Awards 
this past February. Here are some excerpts 
from the exclusive interview.
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on the historical narrative of Washington’s life and career as well as 
modern leadership themes.  That balance has been much different 
than we imagined, with our clients from executives to emerging 
wanting to be educated and inspired by America’s Greatest Leader.  
As one young tech CEO commented in a blog about their experi-
ence, “I assumed Washington’s famous plantation would serve as a 
mere backdrop for the intensive two-day leadership workshop set up 
for us. Hell, what could a wealthy ex-president in a powdered wig 
possibly teach a bootstrapping tech-savvy modern businessman like 
me? I soon had my humbling answer: a lot.” Our clients use their 
time at the George Washington Leadership Institute to be educated 
about our most famous founding father, be inspired by his accom-
plishments, and reflect on how they can use his lessons to enhance 
their leadership performance.  Our approach changed from an equal 
mix of leadership study to a more concentrated leadership through 
biography.  As Harvard Kennedy School’s Public Lecturer in Leader-
ship, Barbara Kellerman, has pointed out in several publications, for 
hundreds of years leaders learned how to be better leaders by studying 
past great leaders.  Born is the true focus of The George Washington 
Leadership Institute.

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

Part of our success is measured by the number of clients and par-

ticipants who take time out of their busy lives to be educated and 
inspired by the great lessons of America’s Greatest Leader.  The number 
of participants and groups who have attended the George Washington 
Leadership Institute has grown every year for the past four years.  We 
receive about 40% return client organizations each year, while several 
have made us permanent additions to their company’s or government 
agency’s annual leadership development programs.

The next measurement of return on investment for our program is 
to assess how our participants have reflected on their experience and 
have incorporated the lessons of Washington’s leadership into their own 
leadership “tool box.”  Our focus is self-development and hearing how 
our participants are inspired to improve their leadership performance 
reflects the objectives our program. Finally, as a 501c3 organization, all 
proceeds from The George Washington Leadership Institute are used 
to support the other educational activities of the Washington Library.  
Be it K-12 student programming or training for teachers nationwide, 
the success of our Leadership Institute means we can better fulfill our 
mission of educating the world on George Washington.

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

In the last year, we have expanded our programming offerings to 
include excursion programs at Yorktown battlefield and have become 
the sole partner provider of leadership programming at Valley Forge 
National Park.  We are able to continue our impactful dissection and 
discussion of George Washington’s leadership, but using these new 
historical landmarks as a field study and impressive back drop.

In 2017, we have launched five case studies on Apple ITunes and 
Amazon.  For the months of January, February, and March, four of 
our case studies were in the top fifteen most downloaded free business 
books.  We are continuing to build this inventory of case studies to 
distribute to the public, as well as use in our programs.

#AWorldInspired          LEAD2017 
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Jennifer Underwood

Organization: PVH Corp.
Program: PVH University
Program Director: Jennifer Underwood
Visit: www.pvh.com
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What is the overall objective of your program?
At PVH we are committed to developing our associates. They are the lifeblood of 

our company and the key to our future success. We help our associates build long-
term, successful careers and advance their skill sets with many learning and develop-
ment opportunities.

PVH University (PVH U) exists to ensure that the associates reach their full potential 
in an inclusive environment where every individual is valued. We do this through:
•	 Offering impactful and inspiring learning opportunities.
•	 Enabling anytime/anywhere learning through PVH U OnDemand.
•	 Leveraging our executive leaders as faculty.
To achieve our mission, PVH U offers a blended learning experience, with class-

room courses and online tools organized into topical Academies, including Leader-
ship, Inclusion & Diversity, and Professional Skills. As part of this effort we have 
also launched an online learning portal, PVH University OnDemand. With more 
than 800 courses and videos available in 16 languages, corporate associates gain the 
flexibility to learn anywhere, at any time. We will continuously refine all PVH U 
content to help associates build core competencies.

Who do you impact with your program?
PVH U impacts individual associates, teams, and PVH as a whole by enhancing 

the job-related skills of associates, from Excel to strengthening partnerships. This 
drives performance, efficiency, productivity, and engagement.

What are the lessons you’ve learned this year from facilitating your program?
We exist to serve our associates, so their feedback is critical. Since launching PVH 

U in January 2016 we have learned a lot about what the organization and our as-
sociates need:
•	 Through our annual Learning Needs Analysis, we learned that our associates 

are particularly interested in developing their technical skills, an innovative 
mindset, presentation skills, and strategic thinking skills. These areas set associates 
up for success in driving the business forward, and we’ve incorporated classroom 
and online offerings on these topics for 2017.

Helping Our Associates’ 
Development
Our editorial team interviewed Jennifer 
Underwood, VP of Talent Development, 
from PVH Corp. at the LEAD2017 
Awards this past February. Here are some 
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•	 Last year we launched Leaders as Teachers, an initiative through 
which associates can attend classes on current business topics 
delivered by those who know them best – our senior leaders. 
The response has been overwhelming. Registration for the first 
session filled up in five minutes. To date we’ve helped leaders 
develop three sessions in this series and will be expanding it 
in 2017. 

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

We have built in key processes to measure the success and impact 
of PVH U (Levels 1-4):
•	 Course evaluations gather feedback on the relevance of the 

course content, the quality of the facilitator, and the overall 
satisfaction with the course. We also measure learning through 
pre- and post-course knowledge questions. To date, the courses 
offered this year have received a 4.7 / 5.0 overall satisfaction 
rating.

•	 Our Associate Engagement survey provides information on 
employee satisfaction with learning and development 
opportunities, engagement levels, and managerial effectiveness. 
This data informs the PVH U offerings and enables us to target 
and track learning focus areas.

•	 Individual learning plans, which are completed as part of the 
annual performance review process, provide data on associates’ 
areas of development, planned actions, and results. 

•	 Some of our courses leverage assessments to measure effectiveness 
and skill level. Data is collected before the course, then 1 to 3 
months after so that participants can track their progress at 
applying their new or enhanced skills.

•	 To drive on-the-job application, some programs include 
 assignments (or “missions”). Upon completing a course, 
 participants commit to a specific action related to what they 
 learned, apply it on the job, and then submit an assignment 
 reflecting on what they did, how it went, and what they learned. 
•	 We are also building action learning into our PVH U leadership 

development programs, which allows our associates to set goals 
and measure the impact of the changes they have made as a result 
of the programs, and in some cases even to monetize those 
impacts.

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

In 2017 we plan to build out the Leaders as Teachers program, which 
has proved to be one of the most popular offerings. PVH U will also 
be rolling out three new leadership development programs – one for 
front-line leaders, one for mid-level leaders, and one focused on build-
ing and developing coaching skills in our leaders. These programs will 
help to strengthen our leadership pipeline by building and reinforcing 
the competencies key to achieving success.

Over the next two years the plan is to continue to build out the 
existing PVH U Academies and to add new ones, such as a Retail 
Academy in the US and Asia, and a global Systems & Applications 
Academy.

We will continue to collect evaluation data and to conduct the 
annual Learning Needs Analysis to ensure that the PVH U offerings 
continue to evolve with the top learning needs and interest areas of 
our associates. We’ll also be applying the ROI Methodology where 
appropriate to track impact.
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•	20 hours of live, instructor-led online  
 virtual classroom sessions

•	2	classes	per	week	(live, online)

•	Evening	Hours	(8:00	or	9:00	PM	ET)

•	Classes	starting	throughout	the	year	

10-WEEK COMPREHENSIVE COURSE
 

•	12+	hours	of	interactive	instruction	 
 and tutorials
•	Accessible	anytime,	and	anywhere	 
 with internet access 

•	User-friendly	learning	platform	tailored		
	 specifically	for	the	aPHR™	exam

SELF PACED ELEARNING COURSE

The	Best	Way	to	START	Your Career in Human Resources

•	 Our	programs	include	the	entire	set	of		
	 materials	from	HRCP	(Human	Resources		
	 Certification	Preparation)

•	 Materials	include:	Study Guide,	100s of  
 Flashcards,	and	over	400 online practice  
 exam questions

•	 Designed	for:	aPHR™	(Associate		
	 Professional	in	HR)

HR.com 2017 Study Program Materials:

EXAM TRAINING
aPHR™ For Aspiring 

HR Professionals

SAVE $50
USING PROMO CODE

FA2017CONFS SAVE $50
USING PROMO CODE

FA2017CONFS

+

GET STARTED AT:
www.hr.com/prepcourse  
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