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Can leadership be developed? Or is there 
a leadership gene? This is one of the most dis-
cussed topics in the leadership space. The 
answers may vary, but I don’t think there would 
be a difference of opinion on this statement: The 
best leaders have a combination of both innate 
ability and learned skills. However, let us hear 
it from the expert.

We had the honour of inviting Nathan J. 
Hiller, Academic Director, FIU Center for 
Leadership, as a keynote speaker at the Leader-
ship event, LEAD2017 in February. Accord-
ing to him, the best leaders who continually 
develop, see leadership as a practice, as a daily 
deliberate, intentional act of making small 
adjustments to get better. He puts forth 3 prin-
ciples and ideas to amplify an organization’s 
leadership. Check out his inspirational speech 
on leadership development, titled Amplify Your 
Leadership With A Whisper in this issue.

It’s not easy to be a successor CEO. Surpris-
ingly, this is especially true when everything 
is going great, and a well-regarded CEO like 
Dara Khosrowshahi leaves to join a high-profile 
company like Uber. Check out some of the 
observations by Michael D. Watkins on top 
leadership moves in his article, CEO Shifts At 
Uber And Expedia.

What has Game of Thrones (GoT) got to 
do with leadership? Pooja Pillai in her article, 
Ultimate Leadership Lessons From Game 
Of Thrones shares some of the most iconic 

moments & relationships in GoT, with a few 
forced metaphors, to offer some great leadership 
tips. Read her article to know more on how the 
much-hated Ramsay Bolton or Cersei Lannister 
are extraordinary leaders in their own right.

Many have experienced a much bigger drag 
on resources by giving the orders for your team 
to take off flying at full speed, only to find out 
later that the course was in the opposite direc-
tion of your desired goal. There’s a world of 
advice on staying productive, but those activi-
ties don’t mean anything if your coordinates 
are off, and that may be one of the biggest 
wastes of time (not to mention energy drains) 
you and your organization could experience. 
Read Elizabeth McCormick’s article, Avoid 
Leadership Pitfalls: Direction Vs Speed for 
five tips to assure your leadership and team 
directives match the end result you envision. 

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

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

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

Happy Reading!

Debbie Mcgrath
Publisher, HR.com

Babitha Balakrishnan
Editor, 
Leadership Excellence 
Essentials
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By Nathan J. Hiller–LEAD 2017 Speaker

Can you develop leadership?

Amplify Your Leadership With A Whisper

What makes great leaders and mediocre leaders even better? How 
does leadership develop? How do we challenge ourselves on a daily 
basis to grow? Have you ever asked these questions to yourselves or 
others? Meet Nathan J. Hiller, Academic Director, FIU Center for 
Leadership, who is fascinated by leadership. We had the honor of 
inviting him as a keynote speaker at the Leadership event, LEAD2017 
in February.

Nathan is sought after for his ability to translate research-proven 
ideas into concrete actions and leadership strategies. Nathan’s extensive 
experience in consulting with executives has repeatedly demonstrated 
that small adjustments in behaviors and how we lead our organizations 
can have a cascading impact.

According to him, we can unlock possibilities for increased lead-
ership development in our organizations by being crystal clear on 
what leadership is and making it less about who you are. The best 
leaders who continually develop see leadership as a practice, as a daily 
deliberate, intentional act of making small adjustments to get better. 
He puts forth 3 principles and ideas to amplify your organization’s 
leadership. To know more about that, check out the video below. LE

About Nathan J. Hiller
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dr. Nathan J. Hiller, PhD is Academic Director of the FIU Center for Leadership 
and a faculty member of Management and International Business. He has been 
called on to work with executives and organizations varying from Fortune 100 
firms to non-profit and government organizations. As an academic, his focus is 
on understanding the strategic implications of executive personality, as well as 
enhancing the way that organizations build their leadership pipeline. His research 
has appeared in most of the top journals in the field of management, including 
the: Academy of Management Journal, Strategic Management Journal, and The 
Leadership Quarterly. Nathan is a recipient of the Kenneth Clark Award for 
innovative leadership research and sits on the editorial boards of the Journal of 
Applied Psychology and The Leadership Quarterly. He is the primary author of 
the Center’s Leadership Competency Builder, which forms the backbone of all 
Center programming.
Connect Nathan J. Hiller

Would you like to comment? 
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By Michael D. Watkin

Observations on top leadership moves

CEO Shifts At Uber And Expedia

on a transition Gone Right – Mark okerstrom at Expedia
It’s not easy to be a successor CEO. Surprisingly, this is especially 

true when everything is going great, and a well-regarded CEO like 
Dara Khosrowshahi leaves to join a high-profile company like Uber. As 
the new CEO, you may feel like you’re in (and may indeed be facing) 
a “nowhere to go but down” scenario. If things go well, credit goes to 
your predecessor “who laid the groundwork for sustained success.” If 
things go badly, well clearly you are not the (in Expedia, Inc.’s case 
man,) to fill the big shoes. 

If Mark Okerstrom is feeling the heat, however, he’s not showing 
it. His initial messaging has been pitch perfect, and his focus taking 
Expedia to the next level globally seems right on, as does his empha-
sis on closer relations with Uber and the possibilities that opens up. 
Maybe Uber should buy Expedia and Khosrowshahi and Okerstrom 
can go back to running a company together; they clearly are good at it. 

on transitions and Boards – All’s still Not Well at the top at Uber
Has Uber outgrown its Board of Directors? It’s reasonably well un-

derstood that companies outgrow their founding CEOs and executive 
teams. The people who have the pathological optimism and disregard 
for convention required to be entrepreneurs often are not the people 
needed to scale a rapidly-growing company or to manage a large one 
(there are of course notable exceptions). What is less appreciated is that 
the same can be true of Boards of Directors. Uber’s Board, caught in 
perpetual internecine war and riven by warring factions seems to be a 
case study. The people who fund early stage companies and populate 
their boards may not be the people needed to take a company to 
full maturity. So perhaps, it’s time for the investors to appoint more 
experienced, independent, large-company Directors to their seats.

on First Moves and the Right Words – Khosrowshahi’s Memo 
on Anxiety at Uber

Uber’s new CEO Dara Khosrowshahi admits to being “scared” in 
a public memo. Well, of course he’s nervous, and rightfully so. Most 
leaders would experience some anxiety when taking such a challeng-
ing job. But it was a bad choice of words, especially given he’s diving 
into the shark-infested waters of Uber. Small decisions can have big 
impacts in leaders’ transitions, even ones seemingly as inconsequential 
as the choice of a single word. At least he didn’t say, “I’m so scared.”

on setting the Right tone – What the New Uber CEo should 
do First

While there are some good recommendations for Uber’s new CEO 
in this Forbes article, such as working on the culture, building a diverse 
leadership team (which is part of the culture change), and improving 
driver relations, two of the five are remarkably bad ideas. To come 
in on Day One and apologize for Uber’s manifold sins would rightly 
be viewed as a gimmick, externally and internally. While the Holder 
Report does provide Dara Khosrowshahi with the basis for committing 
immediately to culture change, he needs to do his own assessment of 
the situation and, based on that assessment, craft a broader strategy 

for “turning the page on the Old Uber.” Then there is the notion that 
he should denounce his own pay package, one he just negotiated with 
the Uber board. Why on earth should Khosrowshahi’s arrival be the 
moment to make some grand statement about CEO compensation? 
What possible purpose could it serve to inject turmoil into his rela-
tions with the board?

on selecting the Right CEo for the Job – Uber’s New Pick
CEO selection processes often are weird and wonderful; Uber’s 

particularly so. The New York Times piece raises the spectre that 
Dara Khosrowshahi was chosen because he posed the least challenge 
to Travis Kalanick and his allies on the Board. And the notion that 
Jeff Immelt wasn’t successful at GE, or would be Kalanick’s puppet? 
That’s ridiculous. Lowest-common-denominator CEO selection is 
not likely to solve Uber’s severe governance problems. LE
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Michael d. Watkins is Professor of Leadership and Organizational Change at 
IMD. He directs the First 90 Days, for leaders in transition. He co-directs Transi-
tion to Business Leadership (TBL), a program designed for experienced functional 
managers who either have recently transitioned or will soon transition into a 
business leadership position.
Connect Michael d. Watkins 
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By Brian Braudis

New leaders must shift in five broad areas

Managers Become Leaders With A 
Shift In Focus

senior leadership at the corporate headquarters of a large retail 
chain was entertaining succession planning. What started out as 
an exercise turned into a sweeping new protocol for transitioning 
managers into leaders.

For the organization, it’s very important to get this right. Managers 
sometimes trip on their way up. Senior leaders can mitigate stumbling 
with an aggressive strategy.

Managers are typically promoted into leadership roles with the 
thought that their effectiveness will continue; but rather than assume, 
senior leaders are wise to put into place a two-pronged approach. The 
first prong is to place the right candidate. The old cliché applies: “Hire 
for attitude and train for ability.” 

The second prong is to cultivate the well-selected candidate. This 
involves extensive training opportunities and environments that 
promote growth. 

Transitioning managers into leaders should ideally start long before 
the switch is flipped. Early on, candidates should be “groomed” 
through extensive training, cross-program experiences and leadership 
development. Preferably the training, experience and development 
will culminate by equipping the candidate-leader with a view and an 
understanding of the “leadership landscape.”  

Placing an incumbent leader in a productive environment is less 
precise.  

The context of leadership can be polarizing, ambiguous, volatile 
and complex; so out of necessity, strong support systems must be in 
place. A network of colleagues to model the way and offer reassurance 
along with mentors, coaches and careful monitoring will serve as the 
classic challenge/support system to promote a productive transition 
while cultivating new leaders.  
New Leaders Must shift in Five Broad Areas 

The biggest difference to grasp for new leaders is the change in role 
that entails a focused shift in five broad areas:
1. Production to outcomes

The immediate challenge for managers is to shift their thinking 
and operating from a “making widgets” mindset to an influencing 
outcomes mindset. It is inherent in the leadership process that the 
leader influences the outcome. As the new leader begins working 
with department heads and stakeholders they need to be operating 
from a new perspective, a long-term view with idea of short-term, 
stepping stone implementation. The role of the leader is to influence 
the long-term with organizational strategy in mind.

Rather than making and counting widgets, a new leader must have 
both eyes toward efficiencies now and necessary adaptations toward 
the future. 
2. specialist to Visionary

Managers thrive as specialists. They know their department, their 
people, and their function. That’s not enough for a leader. Leaders 
must know the language of all departments. They must be able to 
translate information, patterns and trends from departments into 

the language of efficiencies, profit and direction. The vision of the 
organization is up to the leadership. No one else will take the reins 
here. Leaders must harness what is known now with the trends they 
see in the telescope and provide direction.  Vision can be complex 
and multifaceted, but nothing can beat everyone pulling in the same 
direction. This is one big advantage that is difficult for competitors 
to duplicate. 
3. From one to All

Managers have the responsibility to manage the day-to-day on 
the floor. They are embedded with the staff. Leaders don’t manage 
things as much as they lead direction. Whereas, a manager focuses 
on employee engagement, a leader focuses on workforce engagement.

A new leader may have lingering “departmental biases” that show up 
as baggage that slows meetings and other processes down. The classic 
mistake is for new leaders to over-manage and under-lead, especially 
their previous function. Colleagues need to give the new leader their 
patience while he cultivates an open-minded shift from managing one 
department to serving all departments in the organization. 
4. solving Problems to seeing Problems Before They develop

Strictly speaking, managers and leaders are keen problem solvers. 
But one of the finer points of leadership—and where leaders earn 
their keep—is seeing problems before they happen. If a leader can 
identify slowed growth or a decline in earnings early on and proactively 
put things in place to avoid the dreaded “workforce planning,” this 
“seeing” can save everyone. 
5. Worker to Learner

Leadership is not about knowing—it’s about learning. New leaders 
typify the shift from a working manager to a learning leader. As 
they work to cultivate an open mind and flexibility, they must also 
demonstrate a commitment to relentless self-improvement—that 
means applying continuous learning toward competency, excellence 
and greatness. 

When new developing leaders are hand selected, cultivated and 
afforded the organizational backing necessary for success, it’s more 
than an exercise in succession. It’s a testament to a leadership strategy 
and the state-of-the-art demonstration of a leadership culture. Over 
time the effort builds into the ultimate competitive advantage. LE
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Brian Braudis is a highly sought-after human potential expert, certified coach, 
speaker and author of High Impact Leadership: 10 Action Strategies for Your 
Ascent. He has also authored several audio programs from executive leadership 
development to stress management. Brian believes “leadership” is a verb not a 
title. Brian’s passionate and inspiring presentations are based on the foundation 
that regardless of your position or role everyone is a leader. 
Visit www.TheBraudisGroup.com   
Connect Brian Braudis

Would you like to comment? 

http://web.hr.com/7hcy
http://www.TheBraudisGroup.com
https://www.linkedin.com/in/brian-braudis-a4953521/
https://web.hr.com/6uk73


Cindy Gillespie

Organization: Amy’s Kitchen, Inc
Program: Amy’s Leadership Academy
Program Director: Cindy Gillespie
Email: cindy.gillespie@amys.com
Call: (707) 781-7537
Visit: www.amys.com

#AWorldInspired          LEAD2017 

What is the overall objective of your program?
To develop and strengthen leadership abilities of current and potential leaders to 

become highly effective mentors and coaches.

Who do you impact with your program?
Employees in current leadership positions as well as high potentials who may move 

or have interest in moving into a leadership role.

What are the lessons you’ve learned this year from facilitating your program?
The selection process is very important.  We expanded the application to include an 

interview with each applicant.  Participation of sponsors is difficult but very important 
and we need to do more to engage them.  

How do you measure the return on investment and success of the program?
Interest in the program is one measurement. We typically get more than twice as 

many applicants as slots available. Of those who participate, we’ve seen a high rate 
of success. In the last three years, 40% of the graduates of the program have been 
promoted or had their roles expanded.

What lies ahead for the program and how will it continue to succeed?
The program creates a cohort of leaders each year.  These groups support each 

other with leadership challenges and mentor new participants.  We have not seen a 
lack of interest in the program. We have also started a Leadership Forum annually 
for alumni of the program.

Strengthening 
Leadership 
Abilities
Our editorial team interviewed Cindy 
Gillespie from  Amy’s Kitchen, Inc.  
at the LEAD2017 Awards this past 
February. Here are some excerpts from 
the exclusive interview.

Best Corporate University

LEAD Award Rank5
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Innovation in Deployment of Leadership Programs

LEAD Award Rank5
14
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Lynne Garone

Organization: E Ink Corp.
Program: E Ink University
Program Director: Lynne Garone
Email: lgarone@eink.com
Call: 617 499 6149
Visit: www.eink.com

#AWorldInspired          LEAD2017 

What is the overall objective of your program?
•	 Provide opportunities to every E Ink employee worldwide to learn and acquire 

new skills to improve performance in their job, to help the company grow and to 
retain employees. 
•	 Provide active learning environment that fits all of our cultures. 
•	 Tie directly to corporate guiding principles. 
•	 Do the above while “ protecting Intellectual Property. ”

Who do you impact with your program?
Every E Ink employee 

What are the lessons you’ve learned this year from facilitating your program?
•	 Listen to the employees 
•	 Always stretch and push yourself and your program

How do you measure the return on investment and success of the program?
•	 Use Feedback from surveys of all class participants as input to future offerings 

and to keep the courses fresh
•	 Responses/Feedback from senior management and supervisors on the value in 

the employee’s work and to their teams
•	 Retention rate – measured over time and compared to other peer companies 

and our history
•	 Company morale – positive image of company by employees
•	 Employee engagement surveys i.e. Gallup Q12
•	 Cultural impact - an image of E Ink as a place to learn and grow as an integral 

part of the culture

What lies ahead for the program and how will it continue to succeed?
I have applied for my third workforce training grant from the Commonwealth 

of Massachusetts. This will double available funds for the program allowing me to 
diversify the classes offered and reach more employees. The University has always 
grown organically. It is not run or organized by HR or L&D person but by a scien-
tist/technical leader. The University is built on the knowledge and participation of 
the employees who both teach and attend classes. E Ink employees are individuals 
motivated by learning and they will sustain it and ensure it succeeds.

Providing Opportunities to 
Grow
Our editorial team interviewed Lynne 
Garone from E Ink Corp  at the 
LEAD2017 Awards this past February. 
Here are some excerpts from the exclusive 
interview.

Best Corporate University

LEAD Award Rank5
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By Dr. Michelle Joy and Dr. Jody Foster

Two key steps

Figuring Out The Female Boss

A bad boss can make the workplace miserable. And sometimes this 
person is a woman. Given how much time people spend in this office, 
life itself can become wretched. You start to feel angry, humiliated, 
anxious, and depressed. You tell your co-workers just how bad this 
supervisor is, how she treats you, how she makes you feel. She really 
is a “jerk,” you claim, “a b**ch” you all agree.  You consider doing 
something about it but take no steps. You hope that she stops acting 
this way and that everything can just get better on its own.

But of course she doesn’t stop. She keeps yelling at you, keeping you 
late, making you redo reports. She criticizes your work. She criticizes 
you. You start to realize change is unlikely. You try to do everything 
you can do to avoid a blowout, but nothing works. Your job becomes 
a prison where each day is spent thinking about how much you hate 
your boss – feeling terrible and without any results. Dreading each 
interaction…

There are two steps on the path forward. Both may seem difficult 
but are surprisingly simple:

1. Acknowledge what you might be bringing to the table and why 
your boss’ behaviour bothers you so much. Because even if you have 
found solace in group gossip about your manager, chances are there 
are some reasons why you are so personally frustrated by this person. 
Does she remind you of someone else in life? Can you absolutely not 
tolerate criticism?  What is it about you that makes her seem so bad?  
As intolerable as she seems, and as little as you want to do this, you 
may be surprised at what answers arise.

2. Empathize. The complementary approach – one that can be 
incredibly hard to come to terms with – is to empathize with your 
boss. Why on earth would we suggest finding an empathic spot for 
this person when it’s quite literally the last thing you want to do? 
Because if you must find a way to get along, you’ll need to take the 
long view and try to understand why she acts in this particular way. 
In allowing yourself to empathize with your boss, you also give space 
for some of the negativity to fade away. In understanding her and 
yourself, a desire to learn and to grow can start to replace the bottled 
up disdain spilling into every part of your day.

We’ve consulted with a number of employees over the years who 
have had significant problems working for female bosses. Most were 
women, though some were also men. In all situations, we asked the 
workers to ask why they seemed to be so rattled by women in positions 
of authority. Why do they feel so minimized and humiliated when, 
for example, they were scolded or criticized? These are all issues that 
an employee brings to the table and must evaluate. Perhaps the same 
boss wouldn’t bother another colleague quite as much. We try to help 
people understand that it’s their responsibilities to look inward for 
answers to these questions.

At the same time, consulting employees often find themselves won-
dering whether the women who achieve high rank are in some way 
meaner or more difficult. And why they would act this way toward 
them when, as fellow women, they should presumably want to support 
one another. So we ask them to empathize and think about what be 

driving her boss to be so dismissive of her feelings. What does she know 
about her? What is the office like for her boss?  What was her path to 
promotion?  What in this story might have caused her to behave so 
distastefully? Most importantly, we try to frame what internal struggles 
the boss might be dealing with that cause her behaviour.

Perhaps a micromanaging boss is so incredibly afraid of losing 
control that she needs to discipline everyone around her to feel more 
secure. Maybe her whole life was spent trying to be “perfect” in order 
to please others and she takes these insecurities out on those around 
her. Perhaps a seemingly arrogant boss only flies off the handle when 
she herself feels exposed or humiliated. She is afraid the world might 
discover that her big job is just a mask covering her cripplingly low 
self-esteem, and she constantly fears discovery of what she feels is her 
fraudulent, inadequate self.   

In trying to understand the boss’ underlying anxiety, an employee 
can interact in ways that help keep the supervisor’s fear at bay:
•	 Find little ways to show the boss she’s in control if she needs to be.
•	 If the boss has fragile self-esteem, show her value by acknowl-

edging her positives when opportunities arise.
•	 If a disorganized boss can’t finish anything and slows everyone 

else down, learn to interact with her in bite-sized tasks and complete 
them one at a time.

The hardest part is acknowledging our own roles – and capabilities – in 
making the workplace more comfortable. In accepting the task of learn-
ing about ourselves and our bosses, we can do just that. People want to tell 
you about themselves and will do so all the time; they want to be heard. 
Just look and listen with the intent to understand. It works every time. LE 
  

Would you like to comment? 

dr. Michelle Joy and dr. Jody Foster are the authors of The Schmuck in My Office: How to 
Deal Effectively with Difficult People at Work. 
Visit www.schmuckinmyoffice.com

“in allowing yourself to empathize with your boss, you 
also give space for some of the negativity to fade 
away. in understanding her and yourself, a desire to 
learn and to grow can start to replace the bottled up 
disdain spilling into every part of your day”
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By Daisy Hernandez 

3 best practices

Eliminate Organizational Silos By 
Building A Culture Of Collaboration 

“Alone we can do so little, together we can do so much.” - Helen Keller
The rapid pace of business today requires companies to be inter-

nally connected and collaborative, now more than ever. A single, 
small change in a project or company strategy must be understood 
broadly and adopted quickly. And anyone, regardless of their role in 
the company, needs the ability to communicate critical information 
to the right people at the right time. This requires a company culture 
of collaboration, one that promotes and supports internal processes 
and tools that facilitate cross-company collaboration.  

Recent studies have demonstrated that companies that invest in a 
collaborative culture report stronger revenue growth and more satisfied 
employees. Yet, businesses have a long way to go in truly achieving 
a collaborative company culture. In one such study, only 62 percent 
of employees were satisfied that their manager was proficient in col-
laboration. In the same study, 96 percent of executives stated that 
ineffective collaboration is to blame for business failures. There are 
several factors that contribute to this, including a mismatch of priori-
ties around developing collaboration skills by executives, expectations 
that a tool will solve every problem, unclear understanding of desired 
outcomes, and a lack of accounting for change management.

How can organizations help close this divide?  Here are three best 
practices that can help.
start at the top

Company leadership sets the tone for the rest of the organization. If 
key company leaders rarely communicate or collaborate, the rest of the 
organization will likely follow suit. To change this, first identify and 
gain the support of key influencers and leaders in your organization, 
so that they can set examples for employees to follow. Leaders must 
learn to embrace being in the “hot seat” and make themselves available 
and open to feedback, even when the questions might be difficult to 
answer. “Virtual” town hall meetings, open office hours, and other 
forms of regularly scheduled communication that can facilitate open 
discussion – such as blogs or videos – not only help set an example, 
they can also help to reinforce the company vision and direction in a 
way that is more tangible and personal for employees.
Focus on outcomes, not Platforms

Many collaboration software platforms exist in today’s market, 
and most companies typically focus on features and functions as the 
chief criteria considered when making a buying decision. But, only 
focusing this can often lead to a disappointing return on investment 
and low or non-existent adoption of the platform. Such shortcomings 
usually come down to one root cause: a lack of focus on the expected 
outcomes. Before embarking on a comparison of various collabora-
tion solutions, it’s best to start with identifying which processes or 
teams need to collaborate. Who are they collaborating with? What 
information or data do they need to share successfully? What would 
be the result if things go well? This not only allows you to pick the 

right solution, it ensures that you’ll have a way to communicate to the 
teams that will be using the solution and a way to measure success.
take small steps

Change is always difficult. It can take time to learn new ways of 
doing things, and each person will have their own individual change 
management cycle. Some will adopt and embrace change quickly, and 
others will take time. When looking to build a culture of collaboration, 
it’s best not to attempt to change everything at once. It’s often easier 
to take smaller steps towards success rather than trying to enforce a 
new way of working for the entire company all at once. Both success 
and failure have a way of rippling through an organization quickly.  
So, when one team succeeds and reaches new levels of collaboration 
and communication, they can become the model for other teams to 
follow as well. They can become the case study for other teams and 
each team can iterate on what works for them.

summing it All Up
With support from the company leadership, clearly defined out-

comes, taking it one step at a time, companies can reap the financial 
and employee satisfaction benefits of a collaborative company culture. 
Ultimately, this transformation, like any affecting a large group of 
people, is a shared journey that will take time and effort. It is one 
that is best approached as iterative rather than instantaneous.  But, 
with that effort comes great reward: success is always sweeter when 
it’s shared and celebrated with others. LE

daisy Hernandez is Global VP of Product Management for SAP Jam Collabo-
ration. Daisy is responsible for driving the product strategy and leading a team 
who creates solutions to solve business challenges through building meaningful 
interactions between employees, customers and partners. Prior to SAP, Daisy held 
several leadership roles in business operations, engineering program management 
and software development at high tech and telecommunications companies such 
as Oracle, BEA, Plumtree, Syndeo, Excite@Home and Pacific Bell.
Connect daisy Hernandez
Follow @mmchernandez

Would you like to comment? 

“recent studies have demonstrated that companies 
that invest in a collaborative culture report stronger 
revenue growth and more satisfied employees”
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By Pooja Pillai

Top tips for being the best leader

Ultimate Leadership Lessons 
From Game Of Thrones

Nope. Don’t expect to have dragons swoop into your office board-
rooms, just yet. It is still not very acceptable to char-grill, or terrify 
your colleagues and team-mates into submission; and it may never be!

But it would be fair to say that from as early as Season 1 of Game 
of Thrones (GoT); almost every character has had some killer strategic 
moves up their sleeves. So well-played were their manoeuvres that you 
end up grudgingly respecting even the much-hated Ramsay Bolton 
or Cersei Lannister. Both, extraordinary leaders in their own right.

Now, in the world of corporates - just as in the Game of Thrones 
- you either win or you die. Ok, not maybe “DIE”, but you do get 
ripped apart pretty bad if you don’t have your leadership game-face on.

So here is a look at some of the most iconic moments & relation-
ships in GoT, with a few forced metaphors, to give you great tips to 
becoming the best leader:
1. Prepare Yourself, for Winter is Coming

The Northerners couldn’t stress enough on this warning. Bone-
chilling cold, shortage of food & soul-sucking White-Walkers – it’s 
a nightmarish situation to be in. Readying your realm with adequate 
food supplies, allies and calculated war efforts therefore becomes the 
only way to survive.

Symbolically, we think of ‘the winter’ as every tough time/risk/
threat that your business will ever face. This could mean – an aggressive 
competitor, a tarnished reputation, a plunge in market sentiments or 
even an internal power-struggle that affects the business.

It is for such sticky situations that one must always be vigilant & 
also have a contingency plan ready. A ready plan-B is what will help 
your business tide through the tough times and emerge unscathed.
2. Without on-Ground Knowledge, ‘You Know Nothing, Jon 
snow’

Ygritte, Jon’s lady-love, was right - he was quite naive. And see 
where that got him - murdered by his own men & distraught by the 
death of his lover. As fate (writ by George R. R. Martin) would have 
it, in his quest to keep his people safe, Jon soon learns life-lessons the 
hard way - by trial & error.

So too must the discerning business leader be willing to get his 
hands dirty and join the action. This is not to say that they should 
micro-manage every decision, but they be in the know of and involve 
themselves in the execution of every strategic deliverable.

As Lord ‘the Spider’ Varys, with his miniature information-gathering 
‘sparrows’, once very simply put it:

“.. knowledge is power”.
3. Valhar dohaeris! so have the Right Men serve You

The indomitable Daenerys Targaryen (even with all-powerful 
dragons by her side) sees merit in keeping the good counsel of Tyrion 
Lannister, Jorah Mormont, Lord Varys, Greyworm & Missandei.

All her loyalists are of varying experience, backgrounds & tempera-
ments, yet each with their own special abilities. Thus, when she needed 
guidance, they were able to help her in varying capacities.

It is essential that you pick and recruit the right mix of team-
members, for they will be your closest allies in the corporate world. 
Through the shifting power dynamics of office politics or tricky client 
situations, these are people who will have your back.
4. Find yourself a Wise ‘Maester’

As you start out in the corporate world, always have someone wise 
& experienced looking out for you. These senior folks have earned 
their badges after years of corporate warfare and have a wealth of 
wisdom to impart. It would bode you well to heed their advice, when 
the situation calls for it.

This is exactly what Podrick got out of Lady Brienne, & Jon Snow 
from Jeor Mormont. Similarly, Sansa seems to have inadvertently 
learnt that you need to treat your enemies with ingenuine altruism 
in order to win their trust – just like Petyr ‘Littlefinger’ Baelish did 
with her aunt Lysa before killing her.

Take this morbid lesson with a pinch of salt, for in the real world, 
it would be prudent to stay far-far away from such devious mentors 
(but you knew that…right?)!
5. innovate or die trying

In the increasingly competitive job scenario, it helps to always stay 
ahead in the game, for that is the only way to mitigate risk of being 
replaced by competition. This could be by acquiring new knowledge 
(case and point – Samwell Tarley learning about dragonglass at the 
Citadel) or new technology (Cersei’s investment in the creation of 
the dragon-killing crossbow and the zombie knights, which could 
potentially put the Lannisters on the throne).

U.S. companies spend $145 billion dollars  in-country on R&D 
each year. Yet, innovation is a difficult quality to cultivate both in 
leaders and in organizations. Therefore, investing in self-improvement 
& latest technology is something every aspiring leader must do.
6. Whole is Greater than the sum of its Parts

Not one of the Westerosi leaders had it all. But if you were to 
imbibe a few salient features from each of them, greatness in leader-
ship can be achieved.

So, aim to be as: Resilient as the Starks  | Loyal  to your family 
(read: team) as theLannisters | strong-willed & powerful as the Tar-
gaeryns | dutiful as the Tullys | Fierce as the Baratheons | Honour-
bound as the Arryns | Fearless as the Martells |

Finally, if you also learn how to kill it in strategic & fiscal manage-
ment like the Tyrells, the corporate ‘leadership throne’ is yours for the 
taking. LE

Pooja Pillai is Assistant Content Manager at Micromax Informatics Ltd. She 
is a writer who enjoys actively peppering management lessons with pop-culture 
references. 
Contact Pooja Pillai
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Matthew Mullins

Organization: Mastercard
Program: Degreed at Mastercard
Program Director: Janice Burns, Chief 
Learning Officer, Mastercard
Contact: Matthew Mullins
Email: Matthew.mullins@mastercard.com 
Call: 636-439-9012

#AWorldInspired          LEAD2017 

What is the overall objective of your program?
Modernizing our approach to learning through launching next-in-class digital/

social learning platforms.

Who do you impact with your program?
Initially we piloted within our Operations and Technology population, represent-

ing over 1/3 of the organization, reaching 20%. After global launch, 80% employee 
penetration on our self-paced platform was achieved over five months. 

What are the lessons you’ve learned this year from facilitating your program?
An opportunity we discovered early on was found in our approach of building an 

innovative culture of curiosity. We realized it was crucial to have a thorough marketing 
and communications strategy, globally.  Our efforts focused on making Degreed at 
Mastercard viral, which to date has attracted 80% engagement among Mastercard’s 
global population. 

The next discovery came through our transition from viral engagement to organic 
growth – the culture transforming itself. It was during the pilot and especially after 
implementation we saw the need for design thinking to influence learning experi-
ences. We made access to fueling curiosity, viral. After developing a process which 
focuses on the user experience, we started seeing the reality of organic growth. From 
this, users began informally socializing micro-learning. They have been developing 
collaborative groups as well as pathways for streams of information, and making 
recommendations of learning assets to peers. 

How do you measure the return on investment and success of the program?
In modernizing our learning strategy, it was important to move beyond metrics 

of attrition, career moves and other indicators of cultural transformation – because 
ROI is beyond monetary. We are looking at engagement, the people actively using the 
platform. How they use the platform shows ROI dollars. Just as important, the data 
also reflects where to intelligently invest in the future of learning. Repeat, viral and 
organic activity is how we understand this movement.  It is part of how we continue 
to modernize our approach to learning.

Modernizing Learning Strategy

Our editorial team interviewed Matthew 
Mullins from Mastercard at the 
LEAD2017 Awards this past February. 
Here are some excerpts from the exclusive 
interview.
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Some stats to consider: This effort has generated a 17% efficiency 
gain in learning professional ratio per 1,000 employees.  As well, we 
saw a 20% efficiency gain in the learning budget, while increasing 
formal learning consumption by 27%. These are direct returns that 
impact our learning organization and Mastercard globally. 

Consistent with industry trends, we are already seeing a decline in 
the usage of formal learning topics. This directly impacts the cost of 
formal program development and management, replaced by self-paced 
informal learning as an equal or better alternative. Our costs are then 
reduced as we scale organic growth.

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

At Mastercard we continue to drive awareness. Our goal is develop-
ing adoption and engagement. This will be accomplished by designing 
tailored solutions that drive viral attention and organic growth within 
our learning leaders and employee’s. This social shift in learning is 
connected to the business’ strategy. We are committed to deploying 
learning opportunities deeply connected to the DNA of Mastercard.

#AWorldInspired          LEAD2017 
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Emily Young

Organization: Sikich LLP
Program: Sikich University
Program Lead: Emily Young 
Email: emily.young@sikich.com
Call: 630-566-8469
Visit: www.sikich.com

#AWorldInspired          LEAD2017 

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

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

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

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

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

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

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

we did exceptionally well this year.  We gather feedback after each day of the program 
in a formal evaluation. Since New Joiner Core is a continuous work in progress, the 
content is ever evolving to match the pace of the firm.  To keep the program relevant, 
feedback is reviewed and updates are made for the next iteration.

Great Teambuilding Exercises 
for Success

Our editorial team interviewed Emily 
Young from Sikich LLP 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?

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

Our participant feedback includes:
“Excellent opportunity to learn about the company and to meet others 

from around the company that you might otherwise not have the chance 
to meet.”

“Great chance to connect with other new hires and some seasoned staff.  
Lots of useful info, some too soon to be understood.”

“I would describe it as a fun and interactive way to get to know a great 
company and to get excited about your future working with Sikich!”

“It was an informative and fun experience. There were many oppor-
tunities to socialize, meet new coworkers, have fun and learn about the 
company.” 

“The New Joiner Core Program helped me really feel at ease with the 
company. It was a nice transition into the firm so we weren’t just thrown 
in and expected to know everything. Wonderful program!”

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

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

#AWorldInspired          LEAD2017 
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Have you ever had a day where your wheels spin a bit slower?  
Have you noticed your team not putting the usual miles in at the 
office? Could it be burnout?  The need for a vacation? Or is there 
something more underlying the malaise?

Many have experienced a much bigger drag on resources by giving 
the orders for your team to take off flying at full speed, only to find out 
later that the course was in the opposite direction of your desired goal. 

Then, there are other times when a project is well underway and 

everything seems aligned properly, but there’s just no lift. The wheels 
just won’t leave the ground. Although tasks are getting completed 
and checked off the list, there’s no altitude allowing the project to 
accelerate. What’s happening? When started with a laser-focused goal 
in mind, the direction can change quickly if the proper guardrails and 
benchmarks aren’t set in place to keep everyone on target. 

There’s a world of advice on staying productive, but those activities 
don’t mean anything if your coordinates are off, and that may be one 

Avoid Leadership Pitfalls: Direction 
Vs Speed
On a fast train to the wrong destination?

By Elizabeth McCormick 
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of the biggest wastes of time (not to mention energy drains) you and 
your organization could experience. 

Here are five tips to assure your leadership and team directives 
match the end result you envision. 
1. Know Your destination

When you begin with the end in mind, you have a distinctive vision 
of your desired direction and destination before instructing your team 
to launch. It doesn’t matter how big or small your project is - if the 
direction, intention, or desired outcome isn’t clear, it will be tough 
to fly your team to the dream. Assume nothing, clarify everything, 
and have it in writing. If some aspect is open to interpretation, close 
that loophole up, or better yet, ask your team to contribute to the 
ownership of the project by being open to their quest for clarity. 
2. Engage Your team 

Once you have communicated the objectives to your team, start by 
having team members re-state the goals and desired outcomes in their 
own words. Confirm and clarify often. This quite naturally highlights 
any variance between intention and perception. You can also use this 
opportunity to start fleshing out the project, brainstorming with the 
team, and adding detail to the project. This type of activity will help 
jumpstart the comradery as your team begins working together as a 
team toward a common goal. This will also enhance the collabora-
tion necessary to ensure proper communication can take place from 
beginning to end.  
3. Plan Your Work, Work Your Plan

Once everyone is on board and the team is headed in the right 
direction, be sure you have established the proper safety devices, 
benchmarks, and signposts for you and your team, so that if there 
is any drifting off course, it will be recognized and realigned quickly 
without much time or effort wasted. Ensure that work is broken down 
into manageable, measurable, short-term goals to aid in motivation 
and increase productivity. Work organized into logical segments also 
aids focus and self-management of direction. 

Complex projects lend themselves to digressions and diversions. 
Spelling out where you should be and when keeps efforts centered 
on the essential goals originally intended. 

Another way to encourage motivation and productivity is to take 
the time to get to know your ‘flight crew’ and their strengths. Don’t 
randomly dole out tasks; be strategic in aligning tasks with specific 
gifts and skills, allowing team members to take ownership of their 
part of the project. 
4. own Your Results 

As a leader, it’s your attitude, stamina, direction, commitment 
to the project, and work ethic that establishes the environment and 
culture of your team, as well as the success of your project at hand. If 
you are unclear of your destination, you can be sure your team will 
have a tough time understanding the purpose of the project and the 
directions you are trying to communicate. 

One of the biggest reasons people drift, get distracted, and are 
taken off task, is that the purpose for their task isn’t strong enough 
to keep them engaged. If this is happening, recognize it, take some 
time to clarify your purpose and your destination, and then let your 
team know you wish to communicate better as you share your vision 
more clearly and effectively with everyone involved. 

Sometimes the best of plans just don’t have the results intended. 

It happens. Maybe it was due to misinformation, miscommunica-
tion, not enough research, too many agendas, a drastic change in the 
economy, or an unexpected shift in trends to name just a few of the 
ever-changing facets of being a leader in business. Regardless of why 
it happened, own the results. Empower your team to help you assess 
what went wrong, develop the proper benchmarks and guardrails to 
prevent that from happening again, and then map out a new flight 
plan to a better destination. 
5. Collaborate - share Your Progress

For most people in corporate positions, there’s (hopefully) an ef-
fective boss who helps ensure there are proper reports on progress, 
with the responsibility to follow up. What happens, though, when 
you’re the boss? Who does your project most effect, and who needs 
to know about the progress of your company, your goals, and your 
overall destination – your stakeholders? Your staff?  Your clients? 
Other departments? 

Regardless of who your project affects most, it is important to com-
municate, collaborate, and share your progress. Your strategic plan 
very well could be a thing of beauty, worthy of a business textbook. 
The marketing department, however, may have new information that 
invalidates an initial premise or puts your data out of date. Inform-
ing them only at completion risks the success of your entire project. 
Or, your biggest clients may be ready to sell their business and retire, 
which now means your project underfunded. 

Include progress updates to those who your plans will impact, 
so that changes can be incorporated along the way. Sure, detours 
are inconvenient, but navigating them minimizes backtracking and 
maximizes the effectiveness of your efforts. 
Leadership on Course and at Full speed

With the direction of your project embedded in the planning and 
with contingencies made for changing conditions, you’ll soon see 
that the extra work in project planning serves productivity. When the 
runway is clear, your direction is plotted, and your flight plan is filed, 
you and your team can attain top speeds as you soar to success. LE

Avoid Leadership Pitfalls: Direction Vs Speed

Elizabeth McCormick is a Keynote Speaker specializing in Leadership, Sales 
and Safety presentations. She was recently named #4 on the list of Leadership 
Experts to Follow Online.  A former US Army Black Hawk Pilot, and author of 
“The P.I.L.O.T. Method; the 5 Elemental Truths to Leading Yourself in Life;” 
Elizabeth teaches instantly applicable strategies to boost your employees’ confi-
dence in their own leadership abilities. 
Visit www.Yourinspirationalspeaker.com 
Connect Elizabeth McCormick
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Ralph Romero

Organization: U.S. Xpress, Inc.
Program: Xpress Elite Leadership 
Development Program
Program Director: Ralph Romero, Talent 
Management, Director
Email: rromero@usxpress.com
Call: 4235103610
Visit: www.usxjobs.com/xpresselite

#AWorldInspired          LEAD2017 

What is the overall objective of your program?
The Xpress Elite Leadership Development Program is a corporate-wide, 2-year rota-

tional program designed to develop high-potential talent by providing the leadership 
training and business challenges necessary to be successful. Participants are placed 
across the enterprise in multiple rotations which provide them a holistic understanding 
of U.S. Xpress business practices.  Part of the program includes matching partici-
pants with an executive mentor to help them navigate and grow both personally and 
professionally. The program also includes a career coach, key executive networking 
events, lean six sigma certification as well as leadership development opportunities. 
Participants are also provided quarterly meetings with our COO and CAO with both 
executives having a direct lineage to the company’s founders. 

The Xpress Elite Leadership Development Program broken-down by the numbers: 
•	 1,370 total training hours
•	 48 coaching sessions
•	 24 mentoring sessions 
•	 10 performance reviews
•	 8 core job rotations 
•	 8 corporate networking opportunities 
•	 8 review sessions with senior leadership  
•	 2 certifications
Upon successful completion of the program, participants are placed in leadership 

roles throughout the organization based on business need and talent fit. Graduates 
are provided a mentor post-program as well as an individual development plan to 
help with the official transition. 

Who do you impact with your program?
Existing talent from within U.S. Xpress as well as top talent from across the nation 

comprises each class of the Xpress Elite Program. The program is designed for par-
ticipants with a sound educational foundation, previous business experience, and 
transitioning military professionals.  

To provide some perspective, we currently have 5 who have served our country in 
the military, some with a solid transportation background, and others with various 
business experience and education. We are going to find and select the best available 
talent based on our selection criteria. 

Developing High-Potential 
Talent
Our editorial team interviewed Ralph 
Romero from U.S. Xpress, Inc. at the 
LEAD2017 Awards this past February. 
Here are some excerpts from the exclusive 
interview.
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What are the lessons you’ve learned this year from facilitating 
your program?

 In 2016, the Xpress Elite Leadership Development Program was 
not without its learning moments. We understood that the mentor 
portion of the program was an essential piece to the participants’ 
overall development; however, we did not realize how powerful the 
platform was to assimilate into the culture. One of our Xpress Elite 
Associates stated “Having access to an executive mentor has helped me 
tremendously and I feel it has provided at least 50% of my improvement 
since I started.” 

Another area critical to the participants’ development is the crucial 
feedback loop. We initially built in several touchpoints throughout 
the program; however, we identified a few opportunities to enhance 
the overall feedback process. A tool we are developing and will be 
implementing shortly is peer coaching. Because high-potential talent 
comprises Xpress Elite, we should be giving and receiving feedback 
from their peers. Based on some initial research, we believe this is 
going to make a positive impact on participant outcomes. 

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

The program is based on 14 competencies which are integrated in 
the entire hiring process and the program’s development plan. The 
measurement begins during the selection process and continues to be 

evaluated throughout the program. The program utilizes Kirkpatrick’s 
4 levels of evaluation. A few examples include: quarterly performance 
reviews, regularly scheduled 360 degree assessments, KPI’s based on the 
business assignment as well as capstone assignments that demonstrate 
mastery of targeted competencies. 

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

As with many organizations, U.S. Xpress is challenged with ensur-
ing the right talent is ready for strategic positions throughout the 
organization. This is due to the continued war for talent and the 
generational shift that is occurring in almost every organization. The 
Xpress Elite Leadership Development Program is one large component 
of developing our bench strength to ensure our continued success. 
We will continue to focus on improving our selection criteria and 
program outputs to ensure the right people are in the program with 
the right development opportunities that will impact the 14 critical 
competencies.

#AWorldInspired          LEAD2017 
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By Sallie J. Sherman

Tips to hiring great relationship masters

Looking For Leadership Talent?

smart hiring decisions are the key to growing any business. When 
evaluating potential leadership candidates, have you ever wondered: 
“Am I missing something? Aside from technical and organizational 
skills, what characteristics could help me better evaluate leadership 
talent?” 

In over 30 years of helping companies grow and thrive, my colleagues 
and I have uncovered five competencies that set strong, empowering 
leaders apart. These competencies focus on a leader’s expertise in 
growing and sustaining business relationships, the lifeblood of business. 
It is the ability to build, nurture and leverage business relationships 
that produces leaders who can grow and transform businesses. We 
call these leaders “relationship masters.”

You can spot candidates who are relationship masters by focusing 
on the competencies that relationship masters use. To help you in the 
selection process, I have included some possible scenarios and ques-
tions you can use to explore in role playing or behavioral interviews. 
In addition, I have included some things you should be listening for 
in the interview process. Hopefully this will help you distinguish 
between “schmoozers”, those good at gripping and grinning, and 
true relationship masters.
First, starting with the end in mind, here are the types of things 
you should be listening for in candidates’ responses:
•	 Relationship masters are intentional about the relationship 

principles that guide them and the outcomes they seek. And they 
like to tell you about them! They want you to know they “work” at 
developing and maintaining relationships. 
•	 They talk regularly about the importance and benefits of busi-

ness relationships. 

•	 They pay attention to details that can hinder or further relation-
ships. They can describe these and the potential impact on a business 
relationship.
•	 They learn and grow from their relationships. 
•	 They believe business relationships are some of their most valu-

able assets and have been keys to their success.
second, here are the five relationship competencies that set rela-
tionship masters apart along with some questions and scenarios 
to help explore these competencies:  

1. The ability to connect quickly with a stranger or reconnect 
with a colleague. When it comes to work, most people want to get 
right down to business and seldom take time to connect or reconnect 
before turning to task. Yet, making a genuine effort to connect and 
share common ground before moving straight to accomplishing the task 
at hand not only can ultimately save time, it leverages the power of 
relationships within organizations so they can adapt and change. This 
competency pays off in spades for leaders when they are faced with 
solving the difficult and complex problems that they encounter daily.  
Possible scenarios to explore or questions to ask:

a. You are about to meet a colleague for the first time. You will 
be co-chairing a high-profile event for the company. You and your 
colleague have 45 minutes to figure out how you are going to divide 
responsibilities for leading the effort. It is your job to define the agenda 
for the 45-minute meeting. Specifically, how:
i.  would you define the objective(s) of the meeting?
ii.  would you structure the agenda by topic and time spent on each 
topic? 
iii. would you know the meeting is a success? 
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b. You are the leader of a major process improvement initiative. 
The team you’re leading has been struggling. You need to address 
that problem in your next meeting. Describe your agenda for that 
60-minute team meeting.

2. The ability to walk in another person’s shoes. Relationship 
masters are known for their ability to uncover and respect the interests 
of others. Some call this empathy. As a result, they are able to adapt 
their problem-solving approach to anticipate potential challenges and 
get better results for everyone. They are easy to work with and often 
able to get to the root of the problem more quickly and effectively. 
Because of their ability to imagine what it might be like to walk in 
another person’s shoes, they are also keenly aware of the potential 
consequences of their decisions. 
Possible scenarios or questions to ask:

a. Tell me about a time when you worked with a colleague, sup-
plier or customer whom you believed did not really understand you. 
How did that make you feel? How well did that relationship work? 
What could that person have done to have understood you better?

b. Think about someone with whom you have worked who was 
or has been hard to figure out. What has been the impact on your 
relationship? What do you know about that person outside of work? 
How did you learn that? What moves could you make to understand 
them better?

c. How do you distinguish between sympathy and empathy? Give 
me an example of a time when you were sympathetic. Empathetic. 
Which of the two do you believe is more empowering and why? 
Which are you better at?

d. Describe a time when you were able to come up with a better 
solution because you truly understood where the other person was 
coming from. How would things have been different if you had not 
understood their perspective as well? What specific things do you do 
to better understand another’s interests?

3. The ability to develop trust quickly with others. Trust allows 
all parties to feel safe, empowered and capable; reduces miscommu-
nication and friction; eases problem solving; and requires less upkeep 
in maintaining business relationships. It also can speed things up. 
Because we choose whether or not to follow a leader, the ability to 
evoke and maintain trust is a critical leadership quality. If a leader 
cannot develop and maintain trust, that leader will ultimately fail--and 
often cause a lot of pain and suffering in the process.

In the selection process though, it is important to remember that 
the word “trust” means different things to different people. Most 
frequently, when someone says she doesn’t trust someone, she means 
she doesn’t think that person cares about her or doesn’t have her best 
interests in mind. But trust is broader than just intent. At the very least, 
it also includes reliability and competence. If in the selection process 
you begin to have or get concerns about the candidate’s trustworthi-
ness, it will be important to help people distinguish between which 
of these three elements of trust--sincerity, reliability or competence-- 
they believe is missing so the candidate is given a fair chance. Issues of 
reliability and competence can be addressed. Issues related to intent 
often cannot be resolved.
Possible scenarios or questions to ask:

a. Describe a business colleague whom you trust most. What do 
they do (or not do) that makes them trustworthy? How long did it 

take you to trust them? 
b. Describe a business situation you were in where trust had been 

broken. What did you do? What might you do differently next time? 
c. You have been assigned to lead a new team outside of your area. 

What would you do specifically to quickly establish trust with the team?
4. The willingness to share information. Hoarding information 

can create major crimps in productivity and negatively affect relation-
ships. Rather than hoarding information to increase their power, 
relationship masters regularly share information so that everyone can 
collaborate and work at the highest level.
Possible scenarios or questions to ask:

a. Describe a business person you know who regularly shares in-
formation with the team and/or organization. How does that impact 
the leader’s relationship with others? Is there some information you 
would choose not to share if in that position? Why?

b. Let’s assume you are hired to lead (or led in another job) a divi-
sion of the company. What information would you share with your 
leadership team? What would you not share? Why? What would you 
share and not share with the rest of the division? Why? 

5. The ability to manage themselves. Leaders who are relationship 
masters are committed to continuous self-improvement in order to be 
more effective as a leader. They work at increasing their self-awareness 
by regularly reflecting on their own behavior and seeking feedback 
directly from those they impact. They are courageous. They not only 
help solve problems, they also strive to make sure--that as a leader--they 
are not unintentionally causing some of the problems they are trying 
to solve. Relationship masters also model this behavior so as to create 
an environment for others to become more self-aware.
Possible scenarios or questions to ask:

a. Describe 8-10 specific things you have done to increase your 
self-awareness as a leader within the last 1½ years.

b. Tell me how you get feedback about your performance as a 
manager/leader. How often do you do this? What have you learned 
about yourself? Once you got that information, what did you do 
differently? How did that work?

Taking time during the selection process to discover if a leadership 
candidate possesses these competencies can lead to transformative 
change. Considering these five competencies that guide relationship 
masters may be the missing link to help your company grow and 
thrive. LE

Looking For Leadership Talent?

sallie J. sherman, co-author of Five Keys to Powerful Business Relationships, is 
founder and CEO of S4 Consulting. Sherman is an expert in helping businesses 
grow by transforming their business-to-business relationships into strategic 
assets. Since 1986, she has focused on auditing clients’ key relationships – both 
internally and externally – and then using that information to collaboratively help 
companies design and execute relationship management strategies that create a 
sustainable, competitive advantage.
Visit www.s4consulting.com 
Connect sallie J.sherman
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Elyse Sitomer

Company name: Gables Residential
Program Name: Gables Leadership Institute
Program Director: Elyse Sitomer
Visit: www.gables.com

#AWorldInspired          LEAD2017 

What is the overall objective of your program? 
The overall objective of the curriculum is to build leaders who develop and grow 

organizational talent. Our leaders have mastered the technical requirements of their 
positions, but we want to be sure they are leading and growing their teams as well.  
This program provides a combination of classroom and experiential learning activities 
along with several assessments including 360-degree feedback, and they get one-on-
one executive coaching to guide them through the development process.

Who do you impact with your program? 
We are focused on developing current and future leaders.  To do this we offer two 

cohorts, one focused on Vice Presidents and above, and the other focused on high 
potential mid-level managers.  We have already graduated two Vice President level 
cohorts and are training our fourth cohort of mid-level managers. 

What are the lessons you’ve learned this year from facilitating your program? 
First, every class must be worth the time since there are significant hard and soft 

costs associated with this type of program.  This means the content has to immediately 
resonate with learner’s skills must be easily transferable to the business.  We also dis-
covered that adult learners only apply what they believe in, so the program is focused 
on provided ‘aha’ moments, both during the classroom and   individual coaching time.  
Finally, we learned that adding peer coaching gave participants the opportunity to 
practice the communication skills we want them to use with their teams.

How do you measure the return on investment and success of the program? 
We post surveys, talk to senior leaders, and look at engagement surveys along with 

conducting one-on-one feedback sessions.  We also look at the associates who have 
been promoted post program completion and are seeing how supervisors think more 
strategically and lead their teams differently.

What lies ahead for the program and how will it continue to succeed? 
This was never designed to be a one-and-done program.  We believe in a culture 

of continuous learning and continue to provide ongoing training opportuntiies for 
graduates of this program.  

Building the Leadership Pipeline

Our editorial team interviewed Elyse 
Sitomer from Gables Residential at the 
LEAD2017 Awards this past February. 
Here are some excerpts from the exclusive 
interview.
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By Jordan Rogers

What cultural elements will attract top talent and engage employees?

Building A Great Company Culture

According to new research from the O.C. Tanner Institute, most 
organizations have a lot of work to do to improve corporate culture. 
The most relevant statistic that led to this conclusion is the fact that 
when employees around the globe were asked to describe their current 
organization’s workplace culture, the most commonly used descrip-
tor was “stress.” It is unlikely that most organizations strive to cause 
stress in the lives of their employees, yet that is the most common 
result of our current workplace environments. Unsurprising, then, is 
the fact that employees in the same study also rated, on average, their 
organization’s culture at 65 out of 100 – a C grade at most educa-
tion institutions. While this is undoubtedly discouraging (or at least 
it should be), the good news is that this new study also revealed six 

fundamental aspects of culture that, when improved upon, increases 
retention, engagement, recruitment, and a host of other business-
oriented results. These aspects were developed after talking to nearly 
10,000 employees across the globe and they are purpose, opportunity, 
success, appreciation, wellbeing, and leadership.

Purpose is more than the mission statements every company devel-
oped in the late 1990s in order to pledge the organization’s allegiance to 
drive shareholder value. Purpose is the soul of an organization. It is the 
reason the organization exists and what human value the organization 
strives to improve. A great anecdote that captures the importance of 
organizational purpose is an unconfirmed exchange between a janitor 
and President John F. Kennedy just as NASA was getting started: 

Interactive
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“What do you do?” President Kennedy allegedly asked the janitor 
during a visit to Cape Canaveral. “Well, Mr. President, I’m helping 
to put a man on the moon” was the janitor’s supposed response. This 
janitor understood that his role ultimately helped facilitate the larger 
goal of putting a man on the moon and this type of connection is 
not only powerful to employees, it is expected.

opportunity isn’t just ladder climbing. One employee that par-
ticipated in a focus group in Toronto, Canada during the study 
indicated, “There should always be some learning from it. Help me 
grow. I need to be challenged…challenging work is critical. It shows 
that [the employer] is helping you grow. Willing to invest in you.” 
Organizations can fulfill employees’ needs for opportunity by giving 
them opportunities to participate on cross-functional teams, learn 
new skills, provide input, expand responsibilities, and get exposure 
to other business functions – regardless of their actual titles.

success means winning. Unfortunately, only 46 percent of em-
ployees agree that working for their organization feels like playing for 
a winning team. Have you ever played for a sports team that never 
wins? It doesn’t feel good and employees avoid organizations where 
they don’t feel successful as individuals. While the overall success of 
an organization had an impact on employees (no one likes feeling like 
they are working for a sinking ship), success is most potent when it 
is centered around the individual employee and the great work they 
feel like they accomplish and the great work they witness others 
doing. Employees need to know that their work makes a difference 
that people love. 

Appreciation comes in many forms, but overall it encompasses all 
the things that an organization does to show an employee that they 
are valued as more than just a worker. Unfortunately, more than 
one in three employees say the recognition they receive at work feels 
like an empty gesture that isn’t meaningful to them. Additionally, 
almost half of employees believe their organization takes them and 
other employees for granted. A focus group attendee who participated 
in one of the study’s focus groups in Ohio described how apprecia-
tion sometimes goes wrong: “Somebody had to be recognized every 
month. It was very formal. It became a joke, you know, because there 
were twelve people in the department. So we would cycle through, 
then start over every year. It was meaningless. Less than useless. It 
didn’t do anything for the morale.” Appreciation isn’t complicated. 
It is heartfelt, timely, and specific thank-yous on a consistent basis.

Well-being in the workplace has quickly evolved beyond programs 
focused exclusively on the physical health of employees towards a more 
holistic vision of wellbeing. As employees are more connected than 
ever before, they want their organization to support and respect their 
emotional, social, and financial wellbeing in addition to their physical 
health. Unfortunately, 40 percent of employees agree that their job 
creates “a great deal” of negative stress in their lives. And only half of 
employees believe well-being is a strong part of their organizations 
culture. Employees plea for workplace environments where their 
personal well-being is not only acknowledged, but considered a high 
priority to the organization.

Leadership is more than just setting strategy and executing against 
that strategy. Employees want a leader that they can look to as a mentor. 
Leadership plays a key role in connecting employees to purpose, em-
powering them to do great work, and creating a sense of camaraderie. 

Regardless of how leadership is defined, all should agree that it is 
difficult to be a good leader when one in four employees do not trust 
their direct manager. Additionally, the study found that 31 percent of 
employees say their direct manager “often takes credit for their work 
or ideas”. Leaders at all levels are an essential ingredient to a successful 
culture, but there is much room for improvement.

For years now, organizations haven’t been able to articulate why 
the employee experiences they create are not differentiating when it 
comes to attracting great talent, inspiring employee engagement, and 
keeping great people around. From the employee’s perspective, the 
more an organization tries to force loyalty and engagement, the less 
employees want to give it. Employees today demand that organiza-
tions create workplace cultures that they want to engage with – a place 
where employees choose to work, find it easy to engage and do their 
best, and sincerely desire to stay. 

The O.C. Tanner Institute research shows that by focusing on these 
six areas, organizations will experience incredible business results. 
When compared to average companies, companies who do margin-
ally better on purpose, opportunity, success, appreciation, wellbeing, 
and leadership, the study saw staggering improvements like these:

 ● 54 percent more likely to have employees that are Promoters 
on the standard NPS scale

 ● 53 percent more likely to have highly engaged employees
 ● 29 percent more likely to have employees innovating and 

performing great work
 ● 27 percent more likely to have increased in revenue last year
 ● 22 percent less likely to have experienced layoffs in the last year
 ● 25 percent more likely to have teams growing in size instead of 

stagnating or decreasing in the last year 
There are hundreds and maybe even thousands of factors that 

can and do contribute to corporate culture. It is not reasonable nor 
feasible for any organization to address all of them. Rather, the O.C. 
Tanner Institute study suggests that if an organization focuses on just 
six culture-building essentials, and does them well, it will become a 
place known for its great culture. And, in return, it will gain a reputa-
tion as an irresistible place to work, and ultimately achieve financial 
success as a result. LE

Building A Great Company Culture

Jordan Rogers is the manager of research and measurement at O.C. Tanner, the 
world’s leading employee recognition and culture company. In his role, Jordan 
conducts global research about how recognition impacts employees across the 
globe and what companies can do to create a culture employees engage with. He 
has extensive experience in data analysis and survey research and he has consulted 
with a wide variety of organizations across the globe. He is a graduate of Brigham 
Young University with degrees in both economics and political science, and 
has a Master’s of Science in predictive analytics from Northwestern University. 
Follow @octanner
Connect Jordan Rogers
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Wanda J. Hayes

Organization: Emory University
Program: Emerging Leaders at Emory
Program Director: Wanda J. Hayes, PhD
Email: Wanda.hayes@emory.edu
Call: 404-727-0413
Visit: www.emory.edu; www.learningservices.
emory.edu

#AWorldInspired          LEAD2017 

What is the overall objective of your program?
The Emerging Leaders at Emory program was designed and implemented to develop 

mid-level, high-potential leaders across the University. The two major goals of the 
program are to: 1) strengthen leadership across the University by developing skill 
sets and mind sets, and 2) establish a pipeline for succession planning. This program 
prepares high-potential leaders for a broader, more strategic role within the University.

Who do you impact with your program?
The Emerging Leaders at Emory program directly targets high-performing, high-

potential mid-level leaders (e.g., managers, assistant/associate directors, and directors 
with small scope) to participant in the program in order to prepare them for a more 
strategic level role (at director-level or higher).  This program is tied to the talent man-
agement process; and, as such, participants have to be nominated for the program by a 
senior leader within the University (e.g., Dean, Vice President, General Counsel, etc.).  

There are indirect impacts from the program on the participants’ direct reports, 
when the participants implement the tools and knowledge they gain from the program.  
Further, the participants’ departments/divisions/schools are impacted by their ability 
to better retain top talent and by being more prepared with internal candidates when 
positions are vacated at the leadership level.

What are the lessons you’ve learned this year from facilitating your program?
The program is designed to develop participants’ skill set (horizontal development) 

and mindset (vertical development). The program includes six workshops focusing on 
“Leading Self, Others, and the Business,” as well as mentoring, peer coaching groups, 
one-on-one coaching, exposure to senior leaders, and guided reflection. The participants 
receive feedback from multiple assessment tools, and create a customized development 
plan. Participants move through the program in a cohort that represents multiple 
Divisions/Schools across the University. The program culminates with participants 
presenting their Leadership Portfolio, demonstrating how their leadership skills and 
perspectives have grown, and a graduation attended by senior leaders.   

Developing Mid-level, 
High-Potential Leaders

Our editorial team interviewed Wanda 
J. Hayes from Emory University  at the 
LEAD2017 Awards this past February. 
Here are some excerpts from the exclusive 
interview.
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Participants reported multiple impacts from the program.  The 
most common themes were the improvements in decision-making, 
coaching abilities, emotional intelligence, focus on networks and 
partnerships, communication, and ability to deal with change. Many 
participants identified the assessments as having a major impact on 
improved self-awareness.  Other areas of impact included their confi-
dence in themselves as leaders, the relationships they made within the 
program, and the broadened perspective and better understanding of 
the “University-wide” perspective gained from mentors. 

The major lesson learned was a program needs numerous “best 
practices” to improve both horizontal and vertical development.

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

The Emerging Leaders at Emory Program kicked off in Fall 2015. 
We have recently completed the second cohort of the program. Thus 
far, not enough time has passed to collect data on promotions, lateral 
moves, retention, etc. We will be collecting this data in the future.  
However, the program has already had an impact on the organiza-
tion. The University’s senior leadership (Vice Presidents, Deans, etc.) 
identified the need for this program, during talent discussions of their 
upper level leadership. Due to their commitment and input, we were 
able to develop and implement this program that focuses on mid-
level leaders. Participants were nominated by their Vice Presidents 
and Deans during one-on-one discussions with the Senior Director 

of Learning & Organizational Development and/or the Associate 
Vice President of HR. These talent planning discussions resulted in 
56 nominations for 20 seats in the first cohort of the program. The 
program was originally slated to run every other year, based on the 
budgeting process for the program. However, due to the significant 
interest in, and need for, the program, the Executive Vice President 
provided the funding for a second cohort that started four months 
after the first cohort. 

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

Emory has had an internal executive leadership development program 
since 2005 -- Excellence Through Leadership (ETL). This program 
is highly acclaimed across the University and has received external 
recognition from multiple sources, within and outside of higher 
education.  In 2014, Emory changed the nomination process for 
ETL from a written nomination/application process to face-to-face 
discussions between HR/Learning and senior leaders (Deans and Vice 
Presidents) across campus. It was through these nomination meet-
ings that the need for the Emerging Leaders program was identified.  
During the resulting nomination meetings for Emerging Leaders, the 
need for an “Aspiring Leaders at Emory” program was identified for 
high-potential individual contributors.  We also offer a program that 
teaches fundamental management skills, titled “Essentials of Leader-
ship.” With programs aligned to assist with developing and retaining 
high potential talent, now the conversations about talent have led to 
a goal to implement a robust, University-wide talent management 
process. (This is a significant culture shift for higher education.) As 
talent management efforts become more consistent across the Uni-
versity and technology is implemented to track talent, our leadership 
development programs will become “invitational” vs. “nomination” 
programs, and our ability to fill higher level positions from internal 
sources will improve.
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By Mark Fenner

The essential foundation

Mission, Vision, Values

it takes a strong foundation, clear objectives, and the appropriate 
culture for a leader to inspire people to do their best work. Building 
that foundation starts by determining the company’s mission, vision, 
and values.

Taking the time to chart the mission, vision, and values provides a 
line of sight that helps everyone in the organization know where they 
are heading. As the behaviors to accomplish the mission reflect the 
values, it empowers the organization and everyone in it to reach their 
potential. These are all critical elements in fostering a culture of success.

The mission, vision, and values declaration needs to be simultane-
ously succinct and inspirational. If it’s lengthy or if it fails to connect 
with people, no one will ever remember it. It must also be at the core 
of how leaders in the organization motivate their people. They have 
to reinforce it in all that they say and do. They have to own it, both 
intellectually and in their hearts.

Effective leaders build on the mission, vision, and values to inspire 
and to create clarity. For high- performing organizations these are far 
more than words on a website or on motivational posters. They make 
it crystal clear where the organization is heading, why it matters, and 
how the team must behave. 

Take BridgeHealth as an example. The CEO of this Denver-
based medical services benefit management company had formed a 
new leadership team and recognized the need for a common, well-
developed framework to spell out what the company stands for and 
how it operates.

The team worked closely to articulate the mission, vision, and values, 
then boil all that down to an easily understood single-page document.

Not every company has such a blank-slate opportunity with a new 
executive team, but distilling the mission, vision, and values can be 
done – or refreshed – anytime. It may be on a regular basis or when 
there have been major changes to the company or its people.

But how does a company that may never have clearly defined its 
mission, vision, and values go about characterizing itself in this way? 
Here are the key steps:
define the Mission

Your mission statement should boldly answer the question of what 
you do and why you do it. The “why” part of the mission statement 
provides purpose. It should motivate and inspire. For example, Steve 
Jobs in founding Apple defined the company’s mission in this way: 
“Change the World.”

It doesn’t get much bolder than that, and it would be easy to 
discount that kind of brashness, except that Jobs believed this so 
intensely that he made it possible. That was clear in the way that he 
spoke and brought this mission to life. The words in a mission state-
ment are worthless if the leader doesn’t truly believe it or center the 
organization around it.

The best mission statement will be no more than four sentences. 
Think of your employees and how this will connect with them as 
you create it, and then share it with at least the direct reports of the 
leadership team, to gain their input and make sure they agree that it 
will resonate with everyone.
Cast the Vision

The vision statement spells out where your company is going and 

what it is striving to become. A compelling vision taps emotions. 
It should connect with the hopes and dreams of all stakeholders. If 
done properly it creates an identity that inspires all team members 
to raise their standards.

In their book Built to Last, Jim Collins and Jerry I. Porras found 
that organizations that have endured for decades share a common 
practice: They all set massive 10-to 25-year goals. Collins and Porras 
refer to these as BHAGs – Big, Hairy, Audacious Goals – and define 
them as incorporating “a long-term vision so daring in its scope as 
to seem impossible.”

Powerful visions move people to action, while weak visions have 
no power. It takes courage to cast a bold vision. That is why so few 
leaders are able to do it. Insecure leaders do not cast bold visions.
define the Values

Values are the foundational building blocks of your culture. As 
former Merck CEO Richard Clark puts it, “You can have a good 
strategy in place, but if you don’t have the culture and the enabling 
systems that allow you to successfully implement that strategy, the 
culture of the organization will defeat the strategy.”

Culture, at its most basic, is how people behave when no one is 
watching. It’s the heartbeat of your organization, the lifeblood of your 
teams. Company values drive organizational behaviors, and those ag-
gregate behaviors establish culture. Anyone who has flown Southwest 
Airlines knows it has a unique culture in the airline industry. The 
company’s values drive a culture of fun, creating an experience that 
stands out from its many competitors.

Once your company crafts its mission-vision-values statement, 
the next step is a full-scale internal public relations and marketing 
campaign. Start with an all-hands kickoff meeting, complete with 
posters, handout materials, and anything else you think will help 
people internalize the information.

From then on, all significant meetings should be purposely structured 
so as to nurture the seeds you have planted. The mission, vision, and 
values should be communicated as much, and as creatively, as pos-
sible. They should be reflected in every performance review and every 
discussion of team and individual activities. It is all but impossible 
to over-communicate it.

Organizations can update their mission and vision statements every 
five to seven years, depending on circumstances. The values should 
never change. 

It all comes down to this: Effective leaders determine the behaviors 
necessary to create the desired culture and drive performance. Decide 
on the culture you want, define the behaviors that will create that 
culture, and start living these behaviors. Create systems to reinforce 
your values and use these systems, along with memorable stories, to 
instill them into your culture. LE

Mark Fenner is President and Founder of Rise Performance Group, which 
inspires people by applying cutting edge leadership practices to timeless leader-
ship principles.
Connect Mark Fenner
Follow @MarkatRisePG
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What is the overall objective of your program?
In this program, our objectives were: First, to build agile leaders means a leader who 

steers the organization from the VUCA (Volatile, Uncertain, Complex & Ambiguous) 
world through their true and great leadership skills. This distinguish themselves from 
the rest of the pack through their vision and sense of mission. Second, Customer 
Centricity. To design business processes that recognize different customer segment 
needs, deliver a positive and seamless customer experience at every touch point across 
the customer life cycle. maintain an active dialogue with customers (and acting on 
feedback) and foster a culture that places the customer at the heart of the decision-
making process. Third, Digitization Transformation: The pace of digitization and 
movement between stages is accelerating rapidly. 

Our vision was to build the agile organization for sustained productivity and profit-
ability by enhancing the capability of leaders, managers and distributors.

Who do you impact with your program?
This program’s prime target audience were L&D Leaders (Zone and Cluster L&D 

Heads) and L&D Managers (Branch L&D Managers). 
L&D Leaders are managing learning interventions at the zone and cluster level. 

They are mostly from life insurance background and have more than 6 to 8 years of 
experience. L&D managers are the ones who are managing the show at the ground 
level. They have experience in life insurance and training.

L&D Managers were divided the team into 4 quartiles and worked out the different 
capability building plan for each quartile set of people.

What are the lessons you’ve learned this year from facilitating your program?
There was multiple lesson learnt while facilitating this program:

A.  Achievement Orientation:
The entire model was dependent on the employees understanding the business, 

took ownership and accountability for goals and high performance of their agents/
partners/advisors and team members. 

Making an Impact on Business 
Parameters
Our editorial team interviewed Parimal 
Rathod – Senior Vice President and 
Head of L&D and Business Impact 
Group from Kotak Mahindra Old 
Mutual Life Insurance Ltd. at the 
LEAD2017 Awards this past February. 
Here are some excerpts from the exclusive 
interview.

Best Train the Trainer Program
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 ● Is highly self-driven and takes personal responsibility to achieve 
teams’ dreams

 ● See failure as a challenge and invests energy to scale newer heights 
and become a pioneer in their area

 ● Anticipate obstacles and is prepared with contingency plans
B.  Entrepreneurial Leadership:

Delegating responsibilities and giving feedback ensured business 
targets and team growth were achieved. 

 ● Create an open, trust based environment to enable high per-
formance 

 ● Build strong teams that capitalizing on differences in expertise, 
competencies and background 

 ● Take risk failure by trying out new methods and ideas. Ques-
tions status quo and pushed the boundaries. 
C.  Impact and Influence:

To ensure the best customer experience through an approach of 
probing and suggesting beneficial solutions. Customer here refers 
to both internal customers (agents/team member/department) and 
external customers 

 ● Identify high potential agents and develops them to achieve 
their potential 

 ● Models behaviour desired in others or takes a well thought-out 
unusual or dramatic action in order to have a specific impact. 
D.  Relationship Management:

Relationship Management is important to create positive relation-
ships that lead to successful performance of team members 

 ● Proactively develop and maintain a planned network of beneficial 
and senior working relationships with internal colleagues to support 
the achievement of immediate and future business needs or objectives. 

 ● Involve working to uncover the real underlying concerns and 
needs of contacts 
E.  Work Ethics and Process adherence:

A higher conversion rates achieved throughout the sales cycle, 
better efficiency and productivity, and overcoming obstacles caused 
by conflicting priorities 

 ● Monitor the team’s adherence to process and procedures and 
eliminate all activities that hamper the process 

The impact of all above program is significant.

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

We adopted four level frameworks to evaluate all aspects of the 
intervention right from learning/behaviour impact to business results.  

In Level 1, we measured reaction; because it helped us to understand 
how well the training was received by the participants. It helped to 
improve the training for future participants, including identifying 
important areas or topics that are missing from the training.

We used tools like Post program classroom feedback, Online survey 
and Individual or group interview.

In Level 2, we measured learning whether transfer of learning has 
happened or not. Knowledge and skills assessments were conducted 

post the training intervention to determine whether they have acquired 
the knowledge, skill or attitudes imparted during the training. 

Here we used tools such as written tests, quiz, case studies, presenta-
tions, teach back, skill validations and action planning.

In Level 3, we assessed whether participants have implemented 
the newly learned skills while on the job. This was measured through 
observation checklist to be filled by the supervisors/stakeholders.

Tools used were work review, skill observation, behavior observation 
and voice of customer

In Level 4, we analysed the final results of the training. Performance 
of the participants and business results were monitored on regular basis. 

We used tools like key business metrics, key HR metrics and voice 
of customer.

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

For this program to sustain and continue to succeed, we have 
planned the following initiatives:
Learning Evaluation data:

 ● Improve training content basis feedback received.
 ● Introduce new learning elements like videos, visuals etc.
 ● Enhance the content to make it more engaging and interactive 

content for longer retention.
Training Evaluation data:

 ● Improve trainer’s facilitation skill and communication skills.
 ● Encourage to involve in business meetings.
 ● Align trainers with the stakeholders.
 ● Train the trainers how to conduct role-plays, debate and dis-

cussion.
Delivery Evaluation

 ● Introduce new mode delivery – online for anytime access to 
training content and assessment.

 ● Make training leadership team member of business forums like 
zonal council etc.

 ● Use Kirkpatrick level 3 evaluation method to assess application 
of training and behavioural changes in the participant.

 ● Define lead measure of 4DX for tied channel, Sales Quality 
Assessor (SQA), Human Resources and Training.
Surveys and interviews

 ● Identify the process and tools to be improved.
 ● Provide technology support to expedite the lead generation 

and sales process.
 ● Introduce marketing collaterals in Indian languages for better 

connect with prospective LA and customer.
Development Center

 ● Assess the current competency and devised an Individual de-
velopment plan for increasing the efficiency.

 ● Identify competency gap and design customized training inter-
ventions as per the requirements.
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tell us about the program.
Program background:

In 2008, NASA Leadership identified systems engineering as a critical core com-
petency in enabling current and future mission success. While many NASA Centers 
have hands-on systems engineering development programs that provide targeted 
development and systems engineering training locally, NASA identified the need for 
an advanced Agency-wide program that competitively selects high potential engineers. 
As a result, the Agency established the Systems Engineering Leadership Development 
Program (SELDP)

SELDP is offered every other year. The programs innovative approach couples 
leadership development workshops with targeted hands on development assignment 
at another NASA Center. Technical assignments focus on individual competencies 
as applied during the NASA project lifecycle and ensures a well-rounded systems 
engineer. The main components of the program include: 
•	 Leadership development Workshops – Workshops focus on leadership, at-

titudes and attributes, communication, political savvy, problem solving, and systems 
and strategic thinking
•	 Hands-on technical development – Hands-on developmental assignments are 

a core requirement of SELDP. Assignments are 9-month in duration at an assigned 
NASA Center (other than participants home Center).
•	 Assessments – Assessment Instruments (Myers Briggs, Gallup’s Strength Finders) 

are used to help participants gain a greater understanding of each participant’s strengths 
and areas of development.
•	 Mentoring – All participants are assigned a mentor and meet regularly to ensure 

developmental goals and leadership development advancement.
•	 Center and industry Benchmarks – Leadership workshops are intertwined 

with Government/Industry benchmark events to expand participants understanding/
awareness of effective systems engineering and leadership choices.

What is the overall objective of your program?
The objective of SELDP is to develop NASA’s future leaders and provide an in-

credible learning and development experience for high-performing NASA systems 
engineers (SEs). The program aims to provide participants opportunities to develop 
competencies, both technical and soft skill related, that results in highly effective 

Developing Future Leaders of 
NASA
Our editorial team interviewed Roger 
Forsgren from NASA Academy at the 
LEAD2017 Awards this past February. 
Here are some excerpts from the exclusive 
interview.

Innovation in Deployment of Leadership Programs
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project leaders for the Agency. Our experience has yielded a 90% 
success rate with participants returning to their Home Centers taking 
on higher level, more complex positions than they had before they 
entered into SELDP.  

Who do you impact with your program?
Our program has had a profound impact on significant NASA 

missions throughout the years including: Space Shuttle, Mars Curios-
ity Rover, Space Launch System (deep space vehicle), Space Station, 
Robotics missions, CubeSat missions and more. We believe that our 
program has impacted organizations in which we have conducted 
leadership benchmarks (e.g., Boeing, Costco, Cleveland Clinic, United 
Launch Alliance, Google, Starbucks and more).  In addition, the impact 
of the program reaches far past the individuals in each class. SELDP 
reminds the NASA workforce of the importance of always developing 
yourself and those around you. Participants exit the program with 
a wealth of knowledge they did not have before and they also leave 
with the skills to lead and inspire those they work with – all of which 
making the participants and those they lead more valuable to their 
teams and NASA’s mission.

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

SELDP is an exclusive program designed to challenge the agency’s 
best systems engineers. The most difficult aspect of administering 
the program is the application process and the decision making that 
goes into it. Each selection process offers new lessons to be learned 
based on the competition, but what remains constant is the program’s 
decision to accept only those who are ready for the responsibility that 
SELDP demands.

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

Return on expectations (ROE) would be a more accurate measure 
for SELDP’s effectiveness. As mentioned above, the expectations 
of graduates are to develop their leadership and technical skills for 
which they can return to their centers and immediately contribute 
in more ways. For example, participants would return with advanced 
understanding, experience, or leadership with the different NASA life 
cycle phases, systems, vehicles, project levels, and so on.

Since SELDP inception, the program has graduated 75 systems 
engineers with another class in progress, that will raise the number 
of SELDP Alumni to 82. An unforeseen benefit of the program has 
yielded a 98.4% retention rate. Holding on to our best engineers 
is critical to the Agency for continued mission success. The unique 
part of our leadership development program lies with the hands-on 
assignments at another NASA Center. Participants are exposed to 
the cultures resident at each NASA Center and learn how to com-
municate, lead and project manage cross functional teams for high 
value NASA missions including; International Space Station, Shuttle, 

Space Launch System, Mars (Curiosity) Rover, Mars 2020 and more. 
SELDP’s high performing engineers are eagerly sought after by NASA 
project teams to assist in the development of Center based programs, 
and are recognized by NASA’s Engineering Management Board and 
Chief Engineer’s office. 
Content design

SELDP’s design is a combination of the Academy of Program/
Project Engineering & Leadership’s (APPEL) SE Competency Model 
along with two internal studies pertaining to systems engineering at 
NASA, the ‘The Art and Science of Systems Engineering’ and ‘The 
NASA Systems Engineering Behavior Study.’ Together, these three 
create a program that allows participants to build upon the 17 systems 
engineering core competencies in addition to the characteristics and 
behaviors the agency has identified in its highest-performing systems 
engineers. 
operational Efficiencies

The framework of our program leans on SELDP Advocates located 
at each NASA Center. Our SELDP Advocates act as eyes in ears into 
each NASA Center and assist with promoting the program, identify-
ing high performing engineers, soliciting for hands-on developmental 
assignments, and each play a significant role in the candidate selec-
tion and assignment matching process. SELDP Advocates have been 
a fixture at NASA Centers and possess legacy program knowledge 
that has enabled continued process improvement and advancement 
of the program.

In addition, to ease the process for participants, the SELDP team 
has developed a web based portal that provides a central repository 
for program content, workshop schedules, pre-post workshop assign-
ments, and includes an online hotel RFP platform that has allowed 
us to identify and expedite lodging requirements and reservations. 

This year, the program is actively applying the Kirkpatrick Evalua-
tion Model to capture how information learned during the program 
is being applied on the job (results) and it identifies the  programs 
impact to the organization (behaviors). The current mix of tools and 
resources have enabled SELDP to be highly efficient and effective. 

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

Systems engineering is a critical component to NASA’s overall success. 
We believe that as long as the agency deems systems engineering as a 
critical core competency required for successful NASA missions, the 
program will always have a place at NASA. 

A key area of success that we see for the program is our “return on 
expectations”. As mentioned, we have seen high success rates with 
participants returning to higher, more complex positions when return-
ing to their home Centers, and we have experienced a high employee 
retention rate. This is important as we develop the next future leaders 
at NASA and hold on to our best and brightest engineers. 
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By Blake Beus

Five actions leaders can take

How To Actively Engage In Listening

there are clear differences between listening to someone and just 
hearing what they say. Listening is an active process that facilitates 
the conversations necessary to building a solid relationship. When 
a leader listens to a team member, they are not only learning about 
their team member’s concerns and feedback, but they’re building the 
social capital necessary to develop strong professional relationships. 

There are five actions that an efficient leader takes when actively 
engaging a team member. They are attentive to the person speaking, 
they monitor themselves so they invite confidence and trust, at proper 
times they give thoughtful feedback, they are not judgmental or dismis-
sive, and they make time for their team members to speak with them.
Be Attentive

It is impossible for anyone to fully comprehend what a speaker 
is saying if they are not paying attention to what is being said. “Ev-
eryone carries around a smartphone or tablet, people don’t focus on 
each other when they’re together,” states Entrepeneur.com in one 
article. Being distracted by gadgets or other things will detract from 
any conversation.

Be present in the moment and look at the speaker. An efficient 
leader knows when to set aside memos, reports, smartphones, etc. and 
give their full attention to the team member talking to them. They 
will practice reading their tone and body language as well as hearing 
them. This way they can pick up on the unspoken conversation as 
well as the spoken one to better address the team member.
Actively Monitor

Leaders need to be cautious when conversing with a team member. 
Even slight changes in the tone of voice and body language can send 
the wrong message. If a leader seems disinterested or distracted, the 
team member will likely seek to conclude the conversation and think 
twice about any future conversations.

In this way, leaders can be their own worst enemy. Having an 
impatient or dismissive air once could create a much larger problem 
than terminating a single conversation early with some members of 
the team. It could take away key insights one or more team members 
have because they are afraid to approach their lead.

An efficient leader will be mindful of their responses, as well as how 
they make those responses known to their employees.
Give Feedback

A crucial part of listening is knowing when to respond or give 
feedback. Offering feedback doesn’t have to be a long, drawn out 
process. Anything from a quick reiteration to a clarifying question 
can offer the right kind of feedback at the right time.

Melissa Diamler, the former head of Learning and Organizational 
Development for Twitter, suggests that simple questions like “What 
do you think?” can have a profound effect. She says, “When I ask 
this question, my team has a better answer than I do — or one that 
I hadn’t thought about before.”

However, you decide to deliver feedback, make sure it’s succinct and 
helpful enough to generate further thought within the conversation.

don’t Judge
Everyone has an opinion and leaders must have the self-awareness 

to know that they bring their own biases and expectations to each 
conversation. However, according to Cathy Wellings, the Head of 
the London School of International Communication, leaders need 
to “suspend judgement or evaluation until [they] have heard and 
assessed everything.”

Efficient leaders are aware of the importance of setting their own 
opinions aside and focusing on having an open mind. Failure to set 
aside opinions, biases, etc. can result losing valuable ideas and insights. 
Efficient leaders strive to keep all possible options open by keeping 
their ideals minimized as much as possible.

Make time
Finally, if a leader does not make time for team members, then 

they won’t have conversations until it is too late. Efficient leaders 
know they need to be available and approachable, and if they can’t 
accommodate an employee conversation, then they make a plan to 
promptly follow up. Making time for your team members to bring 
concerns and ideas to you is a huge part of establishing a healthy 
relationship between you and your team.

No one wants to be left feeling like a cog in a machine, and few 
people want to be the squeaky wheel that gets the grease. Efficient 
leaders understand that. They listen and take their responsibilities to 
the next level, because, as it is stated in Forbes.com article, “Listening 
is a leadership responsibility that does not appear on the job descrip-
tion. They know that leading a team by actively listening everyone 
successful. It helps elevate the company culture and advocate peak 
performance. LE
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What is the overall objective of your program?
Serve Cisco’s Teams and Team Leaders by supporting frequent strength based 

conversations, gathering and providing data regarding the engagement of the team, 
mitigating traditional biases with performance management, and using the data to 
deliver real-time intelligence enabling teams to work at their best and win together.

Who do you impact with your program?
All Cisco employees (about 77,000 around the globe) with the biggest impact on 

teams and team leaders.

What are the lessons you’ve learned this year from facilitating your program?
•	 Tools designed to support the reality of “how work is done” are very welcome 

by our employees. Having this tool on a mobile device enables employees to use it 
at their convenience.
•	 Employees want ownership in creating the most successful environment for 

them to be at their best. The opportunity to do this is dynamic and needs constant 
input from team members and constant action for team leaders.
•	 Leaders want real time data on what is happening on their team, and coaching 

to know how to best help their team members be at their best.

How do you measure the return on investment and success of the program?
The metrics available for mobile technologies are great. We can see who clicks what, 

when, and monitor usage very easily. The big ROI comes as we measure improved 
engagement (a proxy for performance) on teams that are using and engaging with 
the mobile tool.

What lies ahead for the program and how will it continue to succeed?
A multi-year roadmap is laid out and will take into account what we learn on a 

continual basis. We look forward to integration of several internal tools and will 
continue to evolve the platform based on what we learn about the best teams at Cisco 
and how to make more of them.

Helping Teams to Work at Their 
Best and Win Together
Our editorial team interviewed Alex 
Johnson from Cisco Systems, Inc. at the 
LEAD2017 Awards this past February. 
Here are some excerpts from the exclusive 
interview.

Best Use of Mobile Technology

LEAD Award Rank5
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Would you like to comment? 

mailto:alexjohn@cisco.com
https://web.hr.com/0src


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 October 18, 2017

Talent Acquisition October 24, 2017

Talent Management January 23, 2018

Training and Development April 10, 2018

Workforce Management December 5, 2017

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

Webcasts

A Selection of Webcasts Date Time

Insights and Innovations in Continuous Performance Management Oct 5 2017 1:00 PM - 2:00 PM ET

The Modern Learner: How to Get the Most Out of Your Learning Assets in
Today’s Complex Workplace

Oct 10 2017 1:00 PM - 2:00 PM ET

Future of Health Reform: What’s needed next? Oct 17 2017 3:00 PM - 4:00 PM ET

Go Beyond Wellness to Wellbeing: Resilient Organizations Thrive! Oct 19 2017 11:00 AM - 12:00 PM ET

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

Register

Register

Register

Register

http://web.hr.com/obs78
http://web.hr.com/duwt
http://web.hr.com/ecro
https://web.hr.com/t0pdc
http://web.hr.com/tydr4
http://web.hr.com/6o50


Like to submit an article? Use our online submission form or for more information go to www.hr.com/excellenceessentials

12 Targeted Publications to Reach Your Audience

Informing, Educating, Enlightening and Assisting HR professionals in their personal and professional 
development, the Excellence Essentials series offers high quality content through 12 monthly publications!

PRESENTED BY

http://web.hr.com/3ndln
http://web.hr.com/8179
http://web.hr.com/adv7n
http://web.hr.com/1auyk
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http://web.hr.com/c5wuh
http://web.hr.com/j793
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http://www.hr.com/en?t=/CustomCode/ePublications/submission/submission.main
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