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Leaders, you’ve lost your people––or 
maybe you never had them in the first place. 
Sounds shocking? But, unfortunately that’s 
not a lie.

Read our cover article by Cort Dial, The Cyni-
cism Epidemic where he talks about the dis-
connect between expectations and perceptions 
that has led to our current Cynicism Epidemic. 
He refers to an article by Lydia Dishman that 
pointed out that one in three employees don’t 
trust their bosses. One stat in particular is espe-
cially alarming: “While 50% of respondents said 
it was important that their CEO exhibits highly 
ethical behaviors,” Dishman writes, “Only 24% 
believed the CEO was actually exhibiting such 
behavior.” So, what can you do as a leader to 
beat it? Read the article and find out.

We come across all kinds of leaders on a daily 
basis. Some are highly educated, some very 
experienced, some extremely skilled and some 
others who are role models. But do we get to 
see ‘good leaders’ quite often? Vickie Rotante’s 
article Why Are Good Leaders Such A Rare 
Breed? talks about the scarcity of such good 
leaders. Why do so many experienced business 
executives fall short in the leadership realm?” 
Have they never effectively been taught? Is there 
a pervasive absence of self-awareness? Or just a 
ubiquitous lack of common sense? Read Vickie’s 
article to know about 7 behaviors that make 
you productive.

Change management. How difficult is it? 
When you announce a change, your team will 

split into three groups – change champions 
(angels), fence sitters (agnostics) and change 
deniers (atheists), says Hamish Knox in his 
article Converting Fence Sitters To Change 
Champions. A leader’s number one priority, 
especially during the change, is to create clarity 
for the team. Any ambiguity about where you 
are, where you’re going, and how you are going 
to get there gives your agnostics a reason to hold 
back their commitment. Get to know the 4 
steps to get agnostics off the fence and support 
your initiative.

The ability to stand outside of drama and 
access solution based thinking for the good of 
all concerned is an attribute of highly developed 
authentic leaders. Authentic leadership is a space 
that many leaders desire to occupy yet there are 
4 Ps that pollute and sabotage even the best 
efforts to step into this highly respected posi-
tion. Read Lauren E Miller’s article Authentic 
Leadership to know more.

Joan Marques’ article Leadership Starts 
Within talks about the challenge of instigating 
a series of paradigm shifts. Learn more about 5 
paradigm shifts.

Apart from the articles, we also have exclusive 
interviews of the 2016 Leadership Excellence 
Award winners in this issue. The winners share 
details of their award winning programs and 
their plans ahead. Their success stories will defi-
nitely motivate you. To know more about the 
LEAD2017 event, check here.

In brief, this edition is loaded with leader-
ship stories that will help you get inspired and 
move forward. So, keep reading and do send 
us your feedback! 

Debbie Mcgrath
Publisher, HR.com

Babitha Balakrishnan
Editor, 
Leadership Excellence 
Essentials
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Write to the Editor.
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Subscribe Now
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Has the U.S. population ever been so cynical? The 2016 presidential 
race has propagated round after round of think pieces and info graph-
ics, all detailing America’s distrust of leaders and systems. In recent 
years, a lot of attention has also been paid to Millennials’ collective 
loss of faith––a 2014 study reported that they are even more cynical 
than their infamously skeptical predecessors, Gen X. According to 

another recent study by the Brookings Institute, when it comes to 
work, Millennials trust authority less than previous generations but 
look for social justice, are more concerned about the environment, 
value community, and crave experiences more than material wealth.  

In less than 10 years, this wary but idealistic group will make up 
approximately 75% of the workforce. Addressing these new norms 

The Cynicism Epidemic
3 ways leaders can beat it

By Cort Dial
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isn’t a feel-good exercise: It’s the only path to sustainable economic 
viability.

So far, the American workplace hasn’t caught on. A recent article by 
Lydia Dishman pointed out that one in three employees don’t trust 
their bosses. One stat in particular is especially alarming: “While 50% 
of respondents said it was important that their CEO exhibits highly 
ethical behaviors,” Dishman writes, “Only 24% believed the CEO 
was actually exhibiting such behavior.” 

It’s that disconnect between expectations and perceptions that 
has led to our current Cynicism Epidemic. Multi-generational and 
cross-cultural, the Cynicism Epidemic shapes organizations small and 
large everywhere from Silicon Valley to the Rust Belt. Whether you’re 
dealing with a 22-year-old tech genius fresh out of school or a grizzled 
deep-water drilling veteran, chances are they’re both automatically 
playing defense instead of wholly committing to your organization 
because they assume leadership is lying, manipulating, and self-serving. 

Leaders, you’ve lost your people––or maybe you never had them 
in the first place.

At first glance, it’s a pretty bleak picture. But there’s good news to 
be found if you’re willing to dig a little deeper. All of that disenchant-
ment actually points to a redemptive truth: People are angry because 
they are starving for leadership with integrity. 

That’s not desolate. In fact, it’s downright hopeful––and an op-
portunity. Companies and governments waste billions of dollars, 
thousands of hours, and way too much effort on systems designed 
to control human behavior. But the key to success has never been in 
regulations or processes. The bedrock of peak performance is living, 
breathing, and really pretty simple: Treat people like human beings. 

Leaders who are willing to step up and commit to an honorable 
way of pushing themselves and interacting with others can inspire 
extraordinary performance from the people who follow them, which 
adds up to bigger profits, explosive creativity and innovation, improved 
safety, and the kind of dynamic culture that breeds loyalty. In short, 
everyone wins.

But how do you know if you’re truly valuing your people? Where 
do you start? The change starts with you. There are three corner-
stones––one realization, one faculty, and one skill––that you as a 
leader should master on your journey before anything else, en route 
to fully embracing what I call All-In™ Leadership. 
1. rEALiZAtioN: PEoPLE ANd tHE PLANEt ArE ‘WHos’.

All-In Leaders recognize individuals and even the earth itself as 
‘whos’––not ‘its’. You see the faces in every decision you make, and 
it becomes unacceptable to produce business results at the expense 
of either people or this planet we call home.

Respect your people––no matter who is in the room. Never refer 
to them by title or position, but only by name. Connect with them 
socially and personally, and the accountability and mutual respect 
you’ll build will transform your entire organization. 
2. FACULtY: BE iNtENtioNAL.

All-In Leaders are intentional. Being intentional is rooted in mind-
fulness––a practice that is gaining momentum at organizations around 
the world that have realized employees who are less stressed are more 
productive and therefore, more valuable. 

But being intentional is also about having a clear mission. What 
do you stand for? Who are you?

When your beliefs are challenged and the good of your people 
and/or organization is at stake––which will happen, eventually––if 

you’re clear on who you are and where you’re going, you will be able 
to stand firm and ensure that neither your purpose nor your people 
are compromised. 

3. sKiLL: LEAd FroM tHE FUtUrE.
As an All-In Leader, you must have a clear vision that you articulate 

passionately in ways that inspire your people. Imagine that you are a 
representative from the future. Share your future in a way that lands 
not like a wish, but like a reality you’ve experienced and can all bring 
about together.

Conjure a compelling vision, and stand for it. Craft missions that 
are purposeful. Then, you will enroll and evoke incredible commit-
ment––and be able to manage the change that entails. 

Ultimately, even though our world has seen massive technologi-
cal changes over the last 50 years alone, people haven’t changed all 
that much. What has changed is the way we see ourselves––and one 
another. But even as we doubt others and even ourselves, older and 
younger generations alike still long for a virtuous breed of leadership 
that feels like it’s disappeared, or at the very least, is endangered. 

It doesn’t have to be this way. Get started––the only leader who 
needs to change is you. LE

The Cynicism Epidemic

Would like to Comment? Please Click Here.

Cort dial is an Austin-based performance coach, speaker and author. His 
mission is to create a new breed of leader; defined as the “All-In Leader”—a 
21st century pace-setter, architect of extraordinary performance, and 
promoter of humanity in the workplace.  For 30 years, Dial has asked 
tough questions and delivered raw answers to men and women at a dazzling 
array of the world’s most powerful companies, including Intel, Apple, U.S. 
Borax, Disney, BP, and Chevron, all with the goal of cultivating a different 
breed of leader, open to frank self-evaluation, personal change, and the 
pursuit of extraordinary performance. He has authored a provocative new 
book entitled Heretics to Heroes: A Memoir on Modern Leadership, as well 
as facilitated corporate events that disrupted stale processes, pushing entire 
organizations to re-think how to understand their business, motivate their 
people, and create better results.
Visit www.cortdial.com 
Connect Cort dial 
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Many people are open to learning, but not all are interested in 
developing.

You might ask, “Isn’t learning the same thing as development?” Not 
quite.

There are really two levels to learning.
two Levels of Learning

1. The first level occurs when you hear, see, and/or experience 
something interesting or novel. It is often followed by the comment, 
“Wow, I didn’t know that.” or “That’s cool.”

2. The second level of learning takes the new knowledge and 
applies it. Personal development is all about translating insight into 
action. It is the process of doing something with the information, 
transforming and integrating it into new or different behaviors, habits, 
and mindsets. Not everyone readily jumps into the second level of 
learning and undertakes true personal development. It takes time, 
practice, and a lot of potential discomfort.
Learning From Lobsters

The metaphor of a lobster shedding its shell is a powerful way of 
depicting this choice for real development. As the young lobster grows, 
it becomes too large for the shell that protects it. The lobster must 
search for an area within the rocks on the floor of the ocean where it 
can feel relatively secure from any predators. Slowly, it begins to shed 
the shell, that which is stunting its growth.

When the shell is gone, just consider its plight. Its new shell, which 
began growing before the old one was shed, is still soft and provides 
little protection. During this time, the lobster is extremely vulner-
able and at great risk from predators. It is completely exposed to its 
dangerous world. Yet, the alternative would be worse. Without the 
periodic shedding of its shell, the lobster would not be able to grow 
and ultimately perish.

As leaders, we are faced with a daily choice to grow. We are 
continually learning new information, and deciding if and how we 
do something with it. How can development be structured to create 
a safe environment for a leader to grow and shed their shell?

To help leaders make this important choice and feel that being 
vulnerable is worth it, here are 6 secrets for achieving lasting personal 
development. These principles can foster the right environment, at-
titude, and actions to achieve level 2 learning. These also become the 
foundation for lasting individual and company-wide training and 
development solutions.
6 secrets to Personal Growth

1. Every day: Development is far more than a single event or 
training class, it is an everyday effort to practice, practice, practice. 
Spending time on a consistent basis is key to growing a skill or a new 
way of thinking. For example, learning to ask open-ended questions 
to foster more open dialogue on one’s team is not merely a single 
event. It is a new habit that can take weeks to achieve proficiency.

2. Aligned: Get in sync with your team, your boss, and your orga-
nization so your development can be supported and sustained. How 
many of us come back from a conference with a long list of great ideas 

and the next day they all go out the window? It is critical to gain the 
feedback and insight from others in the organization and what they 
value. They can advocate for you instead of against you. And aligning 
with the current power structure will best position you to appropriately 
push back, developing yourself and others simultaneously.

3. Motivated: Development should happen because you want it, not 
because someone told you to do it. If there is not an internal desire 
for personal development, you may go through the motions but not 
receive much benefit. The notion for mandatory development rarely 
works. People need to want it for development to be effective. Reach 
deep inside, and find or create the motivation to learn and apply good 
ideas to help you be a better leader.

4. Positive: Spending time on development is an investment in the 
future. Engaging in development can and should be seen as a positive 
experience that will lead to a better way of working. Having the right 
attitude about development helps one reap the greatest value from it.

5. tailored: Each person brings a myriad of unique experiences, 
successes, and concerns. Crafting development experiences to fit the 
needs of each person, effectively builds on their strengths and ad-
dresses their specifics areas for opportunities. The more tailored the 
development, the greater level of respect and value the leader will feel.

6. discomfort: When speaking with groups, I sometimes tell them 
that I hope they feel uncomfortable today because that is a strong 
sign that development is occurring! Lasting personal development 
pushes one beyond their comfort zone. It stretches and expands one’s 
capabilities and is strong evidence that learning has transitioned into 
behavior-changing development. LE

 

Your Leadership Growth
6 secrets for achieving lasting personal development

By Daniel J. Stewart 

Would like to Comment? Please Click Here.

daniel J. stewart is a sought-after leadership and talent consultant and coach 
with proven experience advising senior leaders, leading change, and design-
ing leadership-rich organizations. He leads Stewart Leadership’s extensive 
consulting practice, business development, and international partnerships. 
Over the past fifteen years, he has been an internal and external organizational 
development executive and consultant delivering talent and team development 
solutions, executive leadership coaching, group facilitation, change manage-
ment, organizational design, and strategic planning for companies like JetBlue 
Airways, Avaya Telecommunications, Lockheed Martin, The Weihs Group 
(Venture Capital), Kohl’s Department Stores, and Aurora Health Care. He 
holds a Bachelor’s degree in International Relations with a minor in Business 
from Brigham Young University and a Master’s degree in Organizational 
Communication from the University of Colorado at Boulder
Connect daniel stewart
Follow @stewartleader
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Nothing tastes quite like a Cheez-It. Despite having sampled a 
variety of imitation brands, no other product captures the undeniably 
delicious and addictive flavor of those small, cheesy crackers. Yet, 
most assuredly, the distinctive taste results not from a single ordinary 
ingredient, which would be relatively easy to detect and copy. Rather, 
that extraordinary tang results from the hard-to-copy combination 
of multiple ordinary ingredients and proprietary baking process. It is 
this “special recipe” which, much like a Big Mac’s special sauce, others 
can only hope to emulate but can never truly replicate.

Of course, organizations are a lot like Cheez-Its, each possessing 
a special blend of human capital as well as processes and procedures 
which infuse an unmistakable organizational identity, or flavor, if 
you will. Indeed, this unique organizational fingerprint, more than 
any other factor in Colin Eden’s and Fran Ackermann’s estima-
tion, leads to competitive advantage. Unfortunately, as Jim Collins 
now famously attested, most organizations fail to differentiate in a 
manner sufficient to overtake competitors and, instead, remain one 
amongst the many Cheez-It-like imitators in the marketplace, eking 
out nothing more than a mediocre existence. Where does the differ-
ence lie, then, between merely being one of the herd and blazing a 

path to extraordinary outcomes?
The Existential Threat of Linear Thinking

Collins convincingly argued that leadership ethos defines the quintes-
sential nature of exceptional organizational performance. However, the 
numerous failed leadership transitions highlighted by Robert Fulmer 
and Jay Conger, at prolific companies such as McDonald’s, Coca-Cola 
and Mattel, bring into question the ability of organizations to effec-
tively prepare individuals for the burden of leadership responsibilities. 
Part of the problem resides in conventional definitions of leadership 
which insist that, whether the result of innate talent, experience or 
a mixture of both, leadership is isolated to relatively few individuals 
who unilaterally influence organizational outcomes. In this paradigm, 
efforts focus on developing leadership behaviors in only a rather small 
segment of the organizational population. Perhaps this might explain 
why most organizations never muster enough momentum to attain 
exceptional status. Nonetheless, the complexity of the modern orga-
nizational environment mandates an approach quite different from 
the linear methods, espoused by Frederick Taylor, which continue to 
dominate the organizational landscape even today but, in reality, pose 
an existential threat to maintaining competitive advantage.

Transcendent Leadership 
Development
The special recipe for competitive advantage

By Brian Ruffner

FEAtURE
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Force Multiplication
In response, development programs must anticipate and address the 

uncertainty resident within perpetually turbulent conditions. Only by 
understanding leadership as an organization-wide rather than individual 
phenomenon do organizations have any hope of instilling the learning 
behaviors and resilience necessary to rise above such latent ambiguity.  
In other words, allowing leadership to emerge as situations dictate 
rather than relying on antiquated hierarchical structures fosters the 
ambidexterity to successfully negotiate the demands of simultaneous 
exploitation and exploration so essential to sustaining competitive 
advantage. Leadership development in this model, then, acts as what 
Stephen Swensen and his colleagues deemed a “force multiplier,” 
distributing leadership across the entire organization and, in the 
process, enhancing distinctive organizational identity for increased 
competitive advantage. In order to accomplish such an ambitious 
objective, however, several guiding principles must be observed in 
order to bridge the somewhat cavernous divide between ineffectual 
legacy paradigms and the world as it exists today.
1. Broaden the definition of Leadership

While conventional thought may reserve leadership, regardless of 
transactional or relational orientation, to only a chosen few, Fulmer’s 
and Conger’s survey of recent failures proves that no single individual 
possesses all of the necessary attributes or foresight to navigate orga-
nizations through the treacherous waters of complex and, therefore, 
unpredictable conditions. For this reason, leadership development 
warrants a more holistic approach. By expanding the definition of 
leadership to include members at all levels across the entire organiza-
tion, a leadership coalition begins to materialize. As Bridget Gilmore 
contended, such a coalition flattens organizational structures by 
enabling “boundary-spanning” behaviors to occur, thereby resist-
ing the frequent and detrimental fragmentation which results from 
competition for power, sparking solidarity and collaboration instead.

What this means in simple terms is that leadership development 
naturally complements organizational development and vice versa. In 
their study of the Mayo Clinic, Swensen and his colleagues concluded 
that leadership development and organizational development are 
inextricably intertwined with organizational culture and design. The 
fact remains that most people fulfill leadership roles of one form or 
another and excluding a large portion of the organizational population 
from developing leadership behaviors severely limits information-
processing power and constricts decision-making capacity, essentially 
choking organizational pathways and, therefore, diminishing competi-
tive advantage. In order to counteract this effect, organizations must 
acknowledge the significant contribution of all members and establish 
programs which enable leadership across the board.
2. Focus on organizational Values

Leadership is often thought of and explained in terms of skills or 
attributes. Indeed, the now age-old argument as to whether leaders 
are born or made continues to pervade leadership studies. As a result, 
much attention has been paid to leadership style as the locus for orga-
nizational performance. However, as previously noted, it is unlikely 
that any one individual possesses the entire complement of skills and 
attributes necessary to meet the myriad of demands present within the 
organizational environment. Concentrating on organizational values, 
then, transcends rather simplistic notions of one-dimensional models 
and centers, instead, on cultivating attitudes and behaviors congruent 
with what the organization strives to achieve. Ultimately, focusing on 

what versus how ensures that requisite skills are commensurate with 
organizational objectives.

At the Mayo Clinic, for example, Swensen and his colleagues in the 
Office of Leadership and Organization Development have championed 
such an approach, leading to nothing less than spectacular results. 
Positioning patient well-being as the fundamental core value around 
which both leadership and organizational development activities 
revolve has fostered a highly relational and, therefore, congenial and 
collaborative atmosphere. In essence, by redirecting leadership ambition 
outwards toward the organization’s very reason for existence, competi-
tive behaviors dampen, allowing not only unparalleled cooperation 
but highly ethical perspectives to proliferate as well.
3. Personalize development Programs

At the same time, dismissing individual strengths and weaknesses, 
according to Elliot Masie, proves a foolhardy exercise as well. While fo-
cusing on values galvanizes leadership development with organizational 
objectives, individual expression of those values ensures that organiza-
tions stand poised to face the often unexpected and unprecedented 
challenges present within volatile conditions. Emphasizing talents 
and minimizing or eliminating deficiencies requires acknowledging 
the distinctive make-up of each individual and understanding how 
that make-up might serve organizational interests while allowing the 
individual to flourish as well.

The principle of meeting the learner where he is at, so to speak, 
maximizes development effort and expenditure by eliminating un-
necessary redundancy and accounting for variances in learning ca-
pacity. Rather than assuming that all organizational members learn 
in the same way and at the same pace, leading to, in Doug Ready’s 
and Jay Conger’s words, rampant “productization of leadership de-
velopment,” that frequently demoralizes those in the development 
pipeline, personalized programs, on the other hand, tailor learning 
experiences to individual needs and aspirations in order to maintain 
participant interest and ensure retention. In this vein, 360-degree 
feedback mechanisms offer an excellent tool for assessing individual 
assets as well as areas of needed improvement.
4. incorporate diversity

In much the same way, leadership development programs must 
vigorously incorporate diversity in order to accelerate the learning 
process. As much as personalized programs accommodate individual 
interests and abilities, William Isaacs recommended exposure to diverse 
perspectives as a bona fide conduit to expand organizational horizons 
and offer a wider spectrum of available options for consideration. 
Returning to the principle of organizational identity, diversity plays 
a significant role in fostering the conditions that help organizations 
develop their own special recipe. Again, although focusing on values 
galvanizes the organization in common purpose, cultivating an appre-
ciation for diversity invigorates organizational creativity and mitigates 
the sometimes catastrophic consequences associated with groupthink.

Practically speaking, then, leadership development programs must 
strive to bring disparate organizational elements together for learn-
ing experiences. Breaking down the barriers which normally restrict 
organizational communication and collaboration, as Sharon Varney 
concluded from her study of Acergy’s leadership-development plan, 
means uniting regional and global participants in community-learning 
events and, rather than simply disseminating information, allowing 
ample opportunity for interaction and knowledge sharing. In particular, 
these events might serve as structured containers which encourage the 
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type of authentic dialogue that reduces judgment and competition. 
Surprisingly, even in the midst of vibrant diversity, organizational 
bonds of unity might form.
5. Leverage Mentoring Platforms

Bringing it all together, mentoring offers an exceptional vehicle for 
accomplishing leadership development across the organization while 
incorporating a focus on both values and diversity. However, unlike 
traditional concepts of mentoring as one-on-one relationships, Lisa 
Ncube and Mara Wasburn have asserted that small-group mentor-
ing naturally facilitates leadership and organizational development 
for a number of reasons. Primarily, the small-group format affords 
the opportunity to pair several junior members with several senior 
members, providing increased relational pathways. Likewise, small 
groups consisting of members from disparate elements within the 
organization expose members to a more diverse range of thought.

Although mentoring has been thought of primarily as a means to 
enable career progression, Ncube’s and Wasburn’s vision extends 
well beyond this narrow concept and, instead, serves as a develop-
ment platform from which to inculcate members into organizational 
values and leadership ethos. More than merely discussing how to get 
ahead, within the confines of a mentoring container, members might 
converse about legitimate organizational issues and potential solutions. 
In this way, mentoring creates a mechanism for rehearsing leadership 
scenarios and, therefore, engaging in a form of action learning without 
unnecessarily compromising organizational integrity or stability. Most 
importantly, through incorporating diversity, group members learn 
from one another, gaining access to additional skills and approaches 
that otherwise exist in isolation. An exemplary complement to formal 
leadership-development programs, small-group mentoring conveys 
and reinforces organizational values while entertaining the diverse 
perspectives necessary for resilient behaviors.

Just Being Cheesy or Becoming a Cheez-it?
In the end, developing leadership capability and capacity demands 

much more than the historically myopic view centered on only a 
chosen few. Just as no single ordinary ingredient adequately accounts 
for the phenomenal flavor of a Cheez-It, no single leader possesses 
the requisite skills and attributes needed to contend with uncertain 
and often hostile organizational environments. On the contrary, 
the complexity of turbulent conditions dictates that organizations 
develop leadership behaviors across the entire organization so as to 
remain supple in the face of often conflicting demands. From this 
perspective, leadership development constitutes a “force multiplier” 
which exponentially increases organizational efficacy and contributes 
to the je ne sais quoi resident within genuine competitive advantage.

Such an approach requires jettisoning many of the conventional 
hang-ups which frequently prevent organizations from achieving more 
than mediocrity. This means broadening the definition of leadership 
to include all levels across the organization, effectively flattening 
power structures and inducing a distributed-leadership coalition. In 
turn, focusing on organizational values rather than merely specific 
skills or attributes ensures the preferred leadership ethos inheres 
and, in parallel, encourages organizational development to occur. 
Yet, apt consideration for diversity plays a crucial role in fostering 
individual interests coupled with the relational behaviors that lead 
to trust and collaboration. Mentoring integrates the aforementioned 
aspects of leadership development into an intimate forum where 
common purpose and diverse thought might combine to produce what 
John Gorlorwulu and Tim Rahschulte referred to as extraordinary 
“transformational development.” Ultimately, however, the nexus of 
distributed and values-centric leadership development disrupts and 
transcends conventional notions built on linear thinking and orga-
nizational elitism, delivering authentic and impossible-to-replicate 
distinctiveness in the marketplace. LE
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What is the overall objective of your program?
•	 Improve business results through the development of leaders.
•	 Ensure sustainable development and growth of leaders focusing on virtuous 

leadership practices.
•	 Provide development through a structured combination of education (learn), 

exposure (watch), and experience (do) via an integrated set of workshops, assessments, 
business simulations, and real-world action learning.
•	 Enable leaders to demonstrate they have greater insight to:
	Know themselves
	Know their people
	Know our business

Who do you impact with your program?
•	 Executives
•	 Managers
•	 Top Talent (hi-potential) Supervisors and Individual Contributors at the Con-

sultant Level

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

We realized learning and its application are happening via stories leaders and their 
employees are sharing at work, and we are enhancing the program to include specific 
focus on Insight and Innovation. This will allow us to build on our high-performance 
culture by creating a grass-roots environment that celebrates curiosity, risk taking 
and accountability.
Validation

Our various learning modalities (face-to- face, e-Learning, virtual debriefs, leaders-
as- teachers, etc.) are effectively enabling leaders to get greater traction and acceleration 
on their leadership impact. 
Participant quotes:

“This was way more fun than I thought it was going to be; really learned a lot about 
our company culture, other departments, and myself.”

“The days were very fluid, dynamic and highly interactive! Coupled with the ability to 
self-reflect as well as interaction with the attendees and the facilitators worked the best.”

Ensuring Development and 
Growth of Leaders
Our editorial team interviewed Lamont Gilbert from CSAA Insurance Group, a 
AAA Insurer at the Leadership Excellence Awards this past February. Here are 
some excerpts from the exclusive interview.

Company Name: CSAA Insurance Group, a 
AAA Insurer
Program Name: Leadership Institute – 
Leaders Development Program
Program Director: Lamont Gilbert
Address: 3055 Oak Road, Walnut Creek, CA 
94597
Call: 925 279-2639
Email: Lamont.Gilbert@csaa.com
Email: www.csaa-insurance.aaa.com

#AWorldInspired          LEAD2016 
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Lamont Gilbert

Video

mailto:Lamont.Gilbert@csaa.com
http://www.csaa-insurance.aaa.com
https://youtu.be/nWS0kTvvImA
https://youtu.be/nWS0kTvvImA


“Working with others in different business units gave me the opportunity 
to provide insight into their issues and for them to help me looking at my 
situation from an outside perspective.”

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

Return on our investment and program success is measured by:
•	 Internal evaluation by participants and a control question for 

each module of the program that reveals the following on a 10-point 
scale – with 1 being strongly disagree and 10 being strongly agree: “I 
am able to perform the leadership practices the organization is expecting 
of me as a leader”: 8.5
•	 External evaluation by an Advantage Way Success Case Method 

Evaluation via BTS. Results of this external evaluation provide strong 
evidence that the program resulted in positive, identifiable and sustain-
able business results. This evaluation included surveys and individual 
interviews conducted by a third party. The evidence of broad impact 
on both leadership effectiveness and strategic execution effectiveness 
was evident in virtually all participants interviewed.

Below is our Leadership index which is a subset of employee en-
gagement questions administered to all employees annually by Towers 
Watson:

2010 2011 2012 2013 2014 2015
Direct 
Premium 
Written (in 
millions)

$2,413 $2,703 $2,683 $2,837 $3,081 $3,260

Leadership 
Index:
CSAA 
Insurance 
Group

70% 70% 73% 74% 76% 77%

Insurance 
Norm

63% 62% 66%

High 
Performance 
Norm

67% 70% 70%

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

The program’s adoption, absorption, and impact remains high as 
determined by leaders cascading and applying program learnings 
throughout our business areas, and internal as well as external evalu-
ations. And focusing on its continued improvement – next level of 
performance – we are refreshing it for greater traction and acceleration 
of leadership impact aligned with these objectives:
•	 Enhance leaders’ behaviors needed for a transforming market-

place and company culture.
•	 Increase capacity and demonstration of curiosity and risk taking.
•	 Create shared line of sight to execute strategy across our orga-

nization.
•	  Increase our leadership bench strength and pipeline.

2016

#AWorldInspired          LEAD2016 
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When you announce a change, your team will split into three 
groups – change champions (angels), fence sitters (agnostics) and 
change deniers (atheists). Roughly 20% of your team will be angels, 
20% will be atheists and the remaining 60% will be agnostics. 

That 60% is a “moveable middle” that you can convert to angels 
through the following four steps.
step one

First, you as a leader must show unwavering support for your change 
and communicate a crystal-clear vision for the reasons you selected it 
and the benefits to your people once it has been fully implemented.

Agnostics look for hesitation in their leader to reinforce their 
belief that this change isn’t better than any other change. Planting 
your feet and staying true to your vision for the end result, adjusting 
as necessary along the way, will convert some of your agnostics to 
angels because they will buy into your belief that it is the right one 
for your organization.

A leader’s number one priority, especially during the change, is to 
create clarity for the team. Any ambiguity about where you are, where 
you’re going, and how you are going to get there gives your agnostics 
a reason to hold back their commitment. 
step two

Second, show agnostics that the change has already been successful 
in a beta setting (e.g., a small group of salespeople who are using the 
new customer relationship management (CRM) tool with no impact 
on or increased productivity) and help them understand how to apply 
the successes from your beta group to their world.

Under stress, humans tend to become linear thinkers. If agnostics 
can’t draw a direct line between the change and a benefit to them, they 
will continue to withhold their commitment. Part of this step then is 
forcing your agnostics into the exploration stage of change. During 
this step, many leaders will feel the urge to tell their agnostics how to 
apply the successes of the beta group to their world. That results in 
more resistance instead of exploration. 
step Three

Third, leverage your angels. This step tends to make leaders un-
comfortable because they interpret “leverage” to mean “have them 
shill for me.” For this step to be successful you must keep both your 
agnostics and angels “OK” or you’ll create resistance in your agnostics 
and burn out your angels.

Keeping your angels OK means that you need to be clear from 
the time you approach potential angels about joining the pre-change 
planning or beta group that an expectation of group membership is 
speaking to their peers about their experiences. This peer commu-
nication includes negative experiences. No transformational change, 
especially one that involves humans, will go exactly according to plan 
so make it OK for your angels to discuss experiences that are less than 
positive, after addressing the issues with you first. It will make them 
sound like less of a salesperson to your agnostics.

Keeping your agnostics OK means not selling your change to them 
through their peers or you. Let your agnostics gain buy-in by helping 
them explore how the change will benefit them.
step Four

The fourth step to converting agnostics is momentum. As your 
change begins to take hold, savvy agnostics will support it because 
they believe that any change would be good and, based on the mo-
mentum you and your angels built, “any” change becomes “this” 
change. Those agnostics who wait until it has lots of momentum will 
eventually become angels, supporting by not resisting and by doing 
the minimum to be compliant with new behavior expectations.

Converting agnostics to angels may be a frustrating process for 
you as their leader because you’re emotionally attached to successful 
implementation of your new initiative. By following the four steps 
outlined in this article you’ll take pressure off yourself and your ag-
nostics, which will prompt them to buy-in. LE

Converting Fence Sitters To 
Change Champions
4 steps to get them off the fence and support your initiative

By Hamish Knox
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As I observed senior executives trying to find their way to their 
seats in the boardroom, I paused to ask myself an important question, 
“Who’s the most important of them all?” Every leader should ask this 
question often to help identify and empower those members who are 
passionate about our organizations. Given the analysis of the literature 
on leadership styles and people in organizations, three kinds of people 
stand out as the most important in organizations: the ethical, moral 
leader; the transformational leader and the servant leader. These people 
stand out because they’re able to raise the performance of people and 
organizations. Today’s organizational and complex environments 
merit that we as leaders, identify who they are and understand their 
contributions. The following discussion explores who they are and 
how they function in their organizations. 
tell me, who’s the most important of them all?

Several months ago, I entered the boardroom for a critical decision 
point where we, as the organization’s most senior leaders, were about 
to make key decisions about the future structure of our worldwide 
enterprise. I was a few minutes early and decided to observe. Our 
protocol staff was working diligently to ensure all etiquette procedures 
were observed. High-ranking individuals, for example, were seated 
towards the head of the table, and nameplates were assigned carefully 
to each seat according to precedence in what seems to me a 50-feet 
long executive table. Short time after, the boardroom got crowded 
with people. Each of them with notions about their importance and 
status in the organization. One of our staff members tap me on the 
shoulder: “We have a problem; we are short one seat.” As the staff 
member expressed his frustration with the RSVP process, I interrupted 
and asked him, “Tell me, who’s the most important of them all?”

As I think back on that question, I think deeply about organiza-
tions. Many times, organizations confuse status with importance. In 
turn, titular leadership becomes the focus and organizations begin 
the spiral into the abysm of self-deception. Don’t get me wrong, 
protocol is important and part of a culture of an organization; we 
should cherish that. But protocol should not override the truth that 
our most important people are those who can promote the goals and 
visions of our organizations; HR professionals ferociously seek to 
hire them (Rowden, 2012). In many years studying, practicing, and 
writing about leadership, I see three kinds of people who effectively 
elevate the standing of people and promote the goals and visions of 
organizations. These are the ethical-moral leader, the transformational 
leader, and the servant leader. Today’s organizational and complex 
environments merit that we as leaders, identify who they are and 
understand their contributions. Let’s begin the discussion with the 
ethical, moral leader.
The Ethical and Moral Leader

Who’s this person? This person may or may not be the titular leader, 
but he or she is sought for advice because the advice is trusted as 
full of integrity and responsibility. The ethically and morally sound 
individual is one of the most important persons in the “boardroom.” 
In the boardroom, this ethically, morally sound person emerges as a 
leader within another leader’s operational environment. Scholars have 
examined this dimension of leadership to understand what it means to 
be a morally and ethically sound leader. Dr. Peter Northouse (2016) 
explained that ethical people have internalized a system of what is right 

or wrong, good or bad, and therefore, they emerge as leaders who are 
concerned with issues of fairness, justice, honesty, and performance. 
Companies long for people like them. Warren Bennis (2010) noted 
that leaders in companies suffer at the mercy of people who stay quiet 
when the boss has bad ideas; very few people practice the honesty to 
tell the boss when he or she is wrong. However, as Bennis pointed, 
good followers feel obligated to share their best advice with leaders. 
Only the ethically and morally sound leader can do that.

How does he or she function as a leader? The ethical and moral leader 
sets a clear path for survival in organizations. He or she is an individual 
thinker, driven by a sense of core values that builds a reputation for 
leadership. It is that leadership the force that spires ethical, value-
driven behaviors in other employees because followers are drawn to 
accept as leaders people who possess strong ethical qualities (Derr, 
2012). Another key characteristic of this person in setting a clear path 
for organizational success is his or her power to exercise prudence. 
Prudence is having practical common sense; being able to think out 
what one is doing and what is likely to come out of it (Lewis, 2001, p. 
77). In organizations, this type of leader creates the balance between 
what he or she wants and what’s right to do. This leader wins the 
internal struggle. In turn, he or she is not a passive bystander; this 
leader speaks up. This is critical in organizations because, as Ira Chaleff 
pointed in his book Intelligent Disobedience, “It is the silence of the 
majority who are bystanders that permits the crime to occur” (p. 90). 
The morally and ethically sound leader is a key component of averting 
the WorldCom and Enron scandals of the future.
The transformational Leader

Who’s this person? If you’ve met a person who has inspired you, 
has energetically enlisted the efforts of others in an organization’s 
endeavor, and has been acclaimed as a change agent in the organiza-
tion, most likely you’ve met a transformational leader. This leader 
is also one of the most important people in the boardroom. He or 
she can articulate a vision, link that vision to followers’ needs, intel-
lectually stimulate followers, and pay special attention to individual 
differences among employees (Du, Swaen, Lindgreen, & Sen, 2013, 
p. 157). The impact of this kind of leader cannot be underestimated. 
Research, for example, has noted that transformational leaders who 
are commit to change in their organizations are successfully able to 
positively impact employees’ commitment to change (Abrell-Vogel 
& Rowold, 2014). In essence, this person has demonstrated an ability 
to intrinsically motivate and inspire follower development that is 
unlike his or her peers. Northouse (2016) pointed to this last point 
as a key power of the transformational leader because, in today’s 
workforce, employees have a longing for leaders who can inspire and 
empower them, especially in times of uncertainty. In the boardroom, 
the transformational leader, given his or her ability to connect with 
people, inspire, and empower, is one of the most important people 
in the boardroom; he or she is sought dearly for counsel and action.

How does he or she function as a leader? Without the transformational 
leader, organizations flip-flop on their journey to achieve their visions. 
Transformational leaders are more likely than other types of leaders to 
focus on the organization’s goals (Schneider & George (2011). There-
fore, they hone on vision, inspiration, and empowerment (charismatic 
methods) to raise the performance of followers. One cannot negate 
that the engine behind the feats of great corporations is the energy, 

The Most Important People
Tell me, who’s the most important of them all?

By Jose A. LugoSantiago
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intellect, and creativity of its people. The leader who can harness the 
people’s power can then in turn raise the performance of the entire 
organization. The transformational leader also employs high levels of 
engagement with people to produce high achievement. Research has 
shown that high levels of engagement earn firms revenue growth 2.5 
times that of their peers, while at the same time achieve reduction in 
staff turnover to a magnitude of up to 40 percent (Taneja, Sewell, & 
Odom, 2015). In other words, not only can transformational leaders 
focus on the organization, but they also become masters at getting 
followers’ committed to the organizational values and goals, making 
the transformational leader one of the most important people in the 
boardroom.
The servant Leader

Who’s this person? In a world where self-interest dominate personal 
agendas, and where some live to turn an organization’s mission into 
the business of propping personal ambitions, leaders who are self-
less and dedicated to the growth of people are indispensable assets 
to organizations. In the boardroom, this person is one of the most 
important people an organization can have. Robert K. Greenleaf 
(2002) coined the phrase Servant Leader in the 70’s. Today, we hear 
the phrase a lot. The fact that we recognize the greed for power and 
personal recognition has resulted in the demise of corporations may 
be one reason why today we think about servant leadership more 
often than in the past. Still, the implications of the phrase are not 
fully understood. The servant leader is not like no other. According 
to Greenleaf, the servant leader differs from other types of leaders 
in personal and outward orientation. The servant leader’s personal 
orientation is that he or she is a servant first. The notion of servant 
leadership in Greenleaf’s theory is that “Leadership was bestowed 
upon a person who was by nature a servant” (Greenleaf, 2002, p. 
21). As for the outward orientation of the servant leader, research 
demonstrated a focus on meeting the needs of others (Stone, Russell, 
& Patterson, 2004). The effect of this leader’s personal and outward 
orientation, Greenleaf (2002) goes on to note, is that people freely 
respond with allegiance to this individual because he or she has been 
proven and trusted as servant.

How does he or she function as a leader? Servant leaders serve first. 
Contrary to the sound of the phrase servant leader, serving is no 
“touchy-feely” stuff. It’s tough business. Service is a gift; it’s not ser-
vitude. Scholar and Professor Bruce Winston (2009), for example, 
defined service as the “God-given ability to identify the unmet needs 
involved in a task and to make use of available resources to meet those 
needs” (p. 121). In other words, true serving necessitates intelligence, 
discernment, and faith in action. Key characteristics of devoted service 
also involve having humility and a calling. Humility requires that a 
person empty himself or herself in order to embrace knowledge and 
understanding: one cannot learn if one is full of pride. Moreover, 
having a calling is about the intrinsic motivation to search for meaning 
and contribution without regard to possible rank, authority, or other 
benefits. Hence, the servant leader in the organization listens to his 
followers and build strong long-term relationships with them. Ad-
ditionally, rather than using power to dominate, the servant leader 
shares power to enable and grow autonomous followers (Northouse, 
2016). As leadership is a relationship process between the leader and 
the follower, where there is a mutual understanding, nourishment, 
and achievement of common goals, the servant leader becomes the 
pure expression of leadership.

Out of the myriad members in our organizations, the most im-
portant are the ethical-moral leader, the transformational leader, 
and the servant leader. They raise the performance of their people 
and organizations. These leaders are the cornerstone for the success 

in organizations today and well into the future.
The moral, ethical leader has internalized a system of right or wrong, 

good or bad, and therefore, emerge as a leader who is concerned 
with issues of fairness, justice, honesty, and performance. He or she 
is an individual thinker, driven by a sense of core values that builds 
a reputation for leadership. It is that leadership the force that spires 
ethical, value-driven behaviors in other employees because followers are 
drawn to accept as leaders people who possess strong ethical qualities. 
The transformational leader can articulate a vision, link that vision 
to followers’ needs, intellectually stimulate followers, and pay special 
attention to individual differences among employees. they hone on 
vision, inspiration, and empowerment (charismatic methods) to raise 
the performance of followers. The servant leader’s personal orientation 
is that he or she is a servant first. As for the outward orientation, the 
servant leader demonstrates a focus on meeting the needs of others 
and uses humility and his or her calling to build strong relationships 
with followers that raise their level of performance.

For these people, the impetus is not about achieving power, feeling 
that they can dominate the conversation or control the future of 
others; it’s not about either titular leadership or fame. They live to 
build enterprises that are enduring and people who can be strong to 
sustain growth past their leadership tenures. That’s why the ethically, 
morally sound leader, the transformational leader, and the servant 
leader are the most important people an organization can be blessed 
with. Find them, and empower them. LE
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What is the overall objective of your program? 
McKesson’s Leaders in Action™ program is an intensive two-week leadership 

process provided to supervisors and managers at all McKesson distribution centers.  The 
focus is to develop stronger, more self-aware leaders who embrace the role of player/
coach and bring the tools and resources from Leaders in Action™ back to their teams.  

Who do you impact with your program? 
More than 300+ of our supervisors and managers have completed the Leaders in 

Action™ program. They then take key elements back to their teams. Leaders in Action™ 
has been a home run ever since it launched in 2013.

What are the lessons you’ve learned this year from facilitating your program? 
McKesson leaders emerge as stronger leaders from this program. They are in-

spired, equipped and ready to lead and coach their teams to greater productivity and 
cohesiveness. As a result, teams and individuals aspire to greater success inside and 
outside of the DC. 

The group process creates a learning environment that fosters trust, accountability, 
common purpose, shared best practices and teamwork. It also provides a vital forum 
for current company updates, discussions and solutions.

How do you measure the return on investment and success of the program? 
Leaders in Action™ graduates appreciate the investment that McKesson has made 

in them. As a result, they have a stronger commitment and engagement to McKes-
son. They are committed to invest in coaching their own teams in order to retain, 
engage and develop existing team members to build a stronger McKesson culture. 

What lies ahead for the program and how it will continue to succeed? 
Leaders in Action™ has become a permanent part of McKesson’s leadership de-

velopment. We will continue to provide Leaders in Action™ and we are looking at 
providing an advanced course for supervisors and managers who have completed 
Leaders in Action™. We are committed to continue providing opportunities to build 
their capability and capacity for inspired leadership.

Developing Advanced Leadership 
Skills
Our editorial team interviewed Ammie McAsey, Linda Kricher, and Steve 
Miller from McKesson Corp at the Leadership Excellence Awards this past 
February. Here are some excerpts from the exclusive interview.
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Ammie McAsey, Steve Miller, and  
Linda Kricher

Company Name: McKesson Corp
Program Name: McKesson Leaders in 
Action™ 
Program Director: Susan Bixler,CEO Bixler 
Consulting Group
Address: 600 Galleria Parkway Suite 850 
Atlanta, Ga 30339
Call: 770-953-1653
Email: Sbixler@bixlerconsulting.com
Visit: http://bixlerconsulting.com/
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As a leadership coach of current and upcoming workforce members, 
I often find myself placed before the challenge of instigating a series of 
paradigm shifts. In this article, I would like to focus on five of these.

Paradigm shift no. 1: The general perception of leadership. Most people 
see leadership as an external influence process with three steady ele-
ments at its core: a leader, one or more followers, and a situation. 
What many don’t consider, however, is the fact that the process can 
only be successful externally if it has first been kindled internally. Only 
when you acknowledge, nurture, and respect your inner-leader, can 
you exude enough confidence and stability to others, so they might 
decide to follow you.

Paradigm shift no. 2: The specific perception of a leader. Not every 
person in a supervisory position is accepted as a leader per se. People 
land in influential positions for a multiplicity of reasons: through pro-
motion or by being hired into an assigned supervisory position, through 
affiliation with a power source, or through particular knowledge, to 
name a few. Yet, fulfilling those positions doesn’t automatically make 
them leaders. A leader doesn’t necessarily have to hold a supervisory 
position in any setting. Real leaders can fulfill the most modest roles 
in work and life, but their leadership mindset attracts others to trust, 
respect, listen to them, and ask them for advice. And isn’t that what 
leaders are expected to do?

Paradigm shift no. 3: Leaders are both born and made. Born, because 
the very process of conception seals your fate as a leader: what has 
ultimately become “you” was once the fastest sperm in about 100 
million to penetrate an ovulated egg. That in and of itself is a heroic 
and promising start. Made, because you develop traits in the course 
of your life, and acquire skills and insights that become instrumental 
in your decision making processes and your overall behavior. When 
perceived that way, the mystery of leaders being born or made is 
quickly dismantled. 

Paradigm shift no. 4: Learnability of leadership. There are many 
books, theories, and courses about leadership, and many of these can 
be very effective, but they cannot teach you leadership. They can, at 
best, encourage you to think of yourself as a leader, and inspire you to 
hone your traits and skills in order to exhibit leadership in your actions 
from here onward. Whether or not you really take on that challenge 
and work yourself up to meet ambitious goals is entirely up to you, 
your self-perspective, and the circumstances you land in, many of 
which are the results of choices you made at some point in your life.

Paradigm shift no. 5: Realizing the ebbs and flows in leadership 
performance. Leadership is like a saw: if you don’t sharpen it, it gets 
dull. It’s like a mirror: if you don’t polish it, it becomes smudged. 
It’s a constant process of working on yourself. That internal exercise 
that ignites leadership should not be ceased: maintaining your confi-
dence, doing what you need to maintain your leadership self-concept, 
continuing to propel yourself toward achievements that make you 
proud inside, and most of all: staying awake. With staying awake I 
mean: engaging in regular self-reflection and inspection to find out 
where and how you can improve, whether you are still on the right 
track, whether there are areas in your life that you need to change, 
and whether your actions are constructive toward yourself as well as 
all stakeholders involved. 

Considering or even adopting these five paradigm shifts of leadership 
may not necessarily make you a leader, but they can inspire you to 
rethink the way you perceived yourself and a number of the people with 
whom you interact in a wide range of performance areas. Leadership 
remains a fascinating topic, because it is dynamic and multispectral, 
and therefore protean and personal. Most importantly, leadership is 
only possible toward others after it has started within. LE

Leadership Starts Within
5 paradigm shifts

By Joan Marques

FEAtURE
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Joan Marques is the author of “Leadership: Finding Balance between Ambi-
tion and Acceptance” (Routledge, 2016), and Interim Dean of Woodbury 
University’s School of Business in Burbank, California.
Connect Joan Marques
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Do you wake up each 
and every day and say:

“Today I am going to work on becoming a better person, 

..a better leader,  

..a better role model for my friends and family, 

..a better coworker!”?

You can do it in 3-5 minutes a day.

Imagine having a personal coach each and 

every day to help motivate, inspire, guide and 

direct you to Exceed your Potential.

The Personal Excellence App will introduce 

you to positive, constructive leadership 

concepts that will help you clearly define 

your goals, improve your performance, and 

enhance your inner self.
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Kirsten Anderson

Company Name: Businessolver
Program Name: Team Launch
Program Director: Ray O’Donnell
Address: 1025 Ashworth Rd., West Des 
Moines, IA 50265.
Visit: www.businessolver.com
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What is the overall objective of your program?
Team Launch prepares employees to deliver market-changing online benefits ad-

ministration technology that’s supported by intrinsic and unwavering responsiveness. 
Businessolver’s mission is to delight our clients, and as the company continues to grow 
at a rapid pace, a well-rounded training program is integral to deliver that mission. 

Team Launch was created and developed to execute on the vision of delightful 
service. The ten-week onboarding initiative is firmly rooted in purposeful orientation. 
Each division at Businessolver equates to an award level in Team Launch – meant 
to educate new employees on our organizational intricacies. New employees receive 
training in all divisions, regardless of role, gaining basic competencies in our culture, 
system, and for interacting with clients. Upon successful completion of the division 
training, badges are awarded. 

The Launch employee has the support of leadership and their peers and autonomy 
in completing the work. Each group of new hires reaches for the same goal, with in-
clusive training available and quality controls in place; they are simultaneously pushed 
to be the best. This creates a collaborative and competitive experience and ultimately 
an employee, who is able to delight clients and exemplify our company’s core values 
of innovation, enthusiasm, happiness, dedication, determination and commitment.

Who do you impact with your program?
Initially, we based level of participation within Team Launch on role. Anyone who 

was potentially going to interact with clients, which represents the vast majority of 
our organization, participated in the full ten-week onboarding program; however, all 
new employees were immersed in the elements that pertain to our culture, technol-
ogy, and security. 

As we found continued success with the Team Launch training and badging ele-
ments, we have widened the audience and investment of the program.

What are the lessons you’ve learned this year from facilitating your program?
Most significantly, the acquisition and development of talent continues as our top 

investment. Regardless of industry, new employees decide relatively quickly whether 
or not they have a long-term future with their employer. By capitalizing on those early 
months and establishing a singularly focused onboarding program around delivering 
client delight, Businessolver provides a supportive and directive environment; one 
with clear destinations and measurable outcomes, and where the employee is in the 
driver seat. 

Promising Delightful Service
Our editorial team interviewed Kirsten Anderson from Businessolver at the 
Leadership Excellence Awards this past February. Here are some excerpts from 
the exclusive interview.

Best Use of Team Building
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We’ve also learned there is no substitute for focusing on the basics. 
Formal learning cannot possibly solve everything. We scrutinized 
additional classroom time while for Team Launch. We save that for 
when we need our most captive audiences – our core values, busi-
ness, common language, safe environment, and operating principles. 
In other words, we reserve it for content that pertains to our culture 
and technology because the messaging there is so crucial. The vast 
majority of learning should come through social settings and direct 
experience. We focus time and attention on teaching the fundamen-
tals, encouraging good habits, and providing a clear framework for 
the employee to drive learning.

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

In the first year (2014), approximately 100 employees went through 
the Team Launch onboarding program. Results of a mid-year survey 
speak to the impact and outreach of the program: 

 ● 97% of respondents found the program to be innovative 
 ● 97% were excited about Team Launch having heard about it 

pre-hire 
 ● 96% found the Team Launch intensive onboarding program 

valuable when compared to experiences at their previous employers 
 ● 91% would recommend our company to friends and family 

based on the Team Launch program 
 ● 91% of new hires have a positive one year outlook based on 

their Team Launch experience 
Overall, we have found that Team Launch is a way to develop and 

retain employees who understand our culture, have the necessary skills 

to find immediate success in their role, and embody the company’s 
core values.

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

Businessolver is in the process of operationalizing this program. 
We are implementing a new Learning Management System that will 
help the badging process and enhance the program experience. An 
integral part of the program is the fact that Team Launch participants 
learn good habits, best practices, and are encouraged to think criti-
cally. Participants take a consultative approach to get to the root of 
problems and consider outcomes. Throughout Launch, we ask them 
to turn these skills on the program itself. Similar scrutiny is asked of 
our internal subject matter experts and external consultants. Their 
collective objectivity and perspective has driven us to make significant 
improvements for the third year, all of which are well underway: 

 • Renewed focus on the biggest challenges facing our industry – 
security, ACA, etc. 

 • More immersive, role-specific learning components 
 • Scaled for continued growth particularly with remote employees 

and those in our Denver office 
Aside from these enhancements, technology, industry, and regula-

tion are constantly evolving, and so will this program. Whether it’s 
market-changing benefit technology, or having the agility to adjust 
Team Launch objectives quickly, we will continue to be at the forefront 
of what works. What won’t change, and ensures continued success, is 
the unwavering focus on delivering delight. 

2016
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As HR professionals, you’ve all seen it. The decline in account-
ability and honorable behavior in our business culture is a trend that’s 
hard to miss. The scarcity of honor is seen in every level, from the 
executive office down to the repair center, but all the more where 
there is power or money at stake.

Why is it that so many shamelessly put their own self-interests 
above their constituents, their customers, their organization, and 
their teammates? Where are those who are willing to make sacrifices 
to keep their word and honor their commitments? Where are the 
people of courage—the ones you can really trust?

If we’re honest, all of us will admit that we wrestle with the issue of 
living honorably—in our homes, in our careers, in all our relationships. 
General Norman Schwartzkopf once said, “The truth of the matter 
is that you always know the right thing to do. The hard part is doing 
it.” That’s where accountability steps in. It functions as the guardian 
companion of honor—redirecting us when we drift off course.
Leaders Need to “Go First”

It’s naïve to think we can gather our teams and declare, “OK, folks, 
we’ve got a problem. You need to straighten up and live honorably.” 
No, for the most part it begins with the leaders. As we wrestle with 
our own honorability issues and through accountability make neces-
sary course corrections, our influence will grow.

In my new book, Engage with Honor, I talk about the value of this 
leaders-go-first process:

To lead with honor, it’s essential that you are sold on the idea that 
you, the leader, must demonstrate strong character, courage, and 
commitment.

Moreover, leading with honor and accountability requires a mindset 
of humility—a willingness to engage in the struggle to balance ego 
and confidence with concern and caring for others. Like many at-
tributes of leadership, this tension between confidence and humility 
seems paradoxical and it’s rarely easy for anyone. Believe me, as a 
“take-charge” personality and a former fighter pilot, I experience that 
tension daily. It is my core values and commitment that propel me 
to courageously engage in that battle.

Growth is always a struggle because it requires making hard choices 
to let go of what feels natural, good, and comfortable in order to reach 
for what we truly want—to live and lead with honor. It’s tough because 
we have to: (1) guard our character, (2) courageously lean into the 

pain of our doubts and fears, and (3) steadfastly stay committed to 
our goals and responsibilities. It’s a lifelong process and that’s why 
we have to be resilient warriors—engaged in the ever-present struggle 
between our ego and humility. Growth is not for the faint-hearted.

As a POW in North Vietnam for more than five years, I witnessed 
the interconnected relationship of honor and accountability in the 
harshest conditions imaginable. In that crucible of torture and abuse, 
our leaders were steadfast. With character, courage, and commitment, 
they sacrificially set the example for the rest of us. In the face of great 
suffering they held themselves accountable to do their best to serve.

Their example marked my life and leadership to this day, and here’s 
what I learned – 

Commit to a set of non-negotiable behaviors to guard your 
character and protect your honor. 

Consider these seven behaviors from The Honor Code that we use 
with clients: 

1. Tell the truth even when it’s difficult. (Avoid duplicity and 
deceitful behavior.)

2. Treat others with dignity and respect. (Take the lead, and show 
value to others.)

3. Keep your word and your commitments. (If necessary, ask for 
relief sooner than later.)

4. Be ethical. Operate within the laws of the land, the guidelines 
of your profession, and the policies of your employer.)

5. Act responsibly; do your duty, and be accountable. (Own your 
mistakes, and work to do better in the future.)

6. Be courageous. (Lean into the pain of your fears to do what 
you know is right, even when it feels unnatural or uncomfortable.)

7. Live your values. (Be faithful to your spiritual core, your con-
science, and your deepest intuitions.)

These behaviors may look simple and easy, but as General Schwartz-
kopf noted, they’re quite difficult to uphold. I regularly find that I 
have to correct back on course. Once you start working on these 
foundational non-negotiables, it’s easier to understand why there 
are so many problems in business. Living by them requires character, 
courage, and commitment, and it works best when it’s accompanied 
by honor’s guardian companion—accountability. LE

Restoring A Culture of Honor
Leaders must go first in today’s workforce

By Lee Ellis

Would like to Comment? Please Click Here.

Lee Ellis is the author of Engage with Honor: Building a Culture of Coura-
geous Accountability. As president of Leadership Freedom® LLC, a leadership 
and team development consulting and coaching company, Lee Ellis consults 
with Fortune 500 senior executives in the areas of hiring, teambuilding, 
human performance, and succession planning.
Visit www.leadershipfreedom.com 
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Authentic leadership walks hand in hand with well-developed 
emotional intelligence and collaborative communication, grounded 
in honesty, humility and integrity. You can spot an authentic leader 
by his or her ability to manage their own emotions and the emotions 
of others well as they create a container of psychological safety and 
engagement fueled by consistent sincerity and respect for all concerned. 
Impulse control is a key attribute found amongst the top authentic 
leaders of our era. The ability to stand outside of drama and access 
solution based thinking for the good of all concerned is an attribute 
of highly developed authentic leaders. 

Authentic leadership is a space that many leaders desire to occupy 
yet the following 4 Ps pollute and sabotage even the best efforts to 
step into this highly respected position: 

Position over People: The pursuit of position over people may 
catapult you to the top; yet leave you very lonely once you get there. 
Anytime you have an attachment to a specific position in life to feel 
important, valued or enough just as you are, you render yourself 
vulnerable to an emotional state of clinging due to the belief that 
without a specific position of authority you can’t feel successful. In 
this impoverished view of reality you become vulnerable to animal 
planet behavior (ugly behavior); overlooking people in order to achieve 
your personal goal. As an advanced cancer conqueror, when facing 
the possibility of my own pending death, I remember reflecting on 
moments in my life when I put things above people. To this day I 
will do a self-inventory check when I have a specific position goal in 
this world and weed out any motives which do not honor the highest 
good of all concerned: people over position.

Power: The use of power over other people to achieve one’s personal 
goals is weakness disguised as strength. Bullying behavior will quickly 
take the main stage in leadership positions when it is not tempered by 
gratitude and humility. Power over others is a wicked little serpent, 
which too often overrides the best version of who you desire to be; 
therefore, stripping you of respect and admiration. As I was training 
for my second-degree black I practiced keeping my head in the game 
by offering honor to my opponent in the ring so as not to lose my 
mental focus and keep clarity around technique for success. At the 
Colorado State Championship, I was knocked out. As I came to I 
remember feeling a heat of anger rushing through my body that my 
opponent had used an illegal move. I stood up before the countdown 
was complete and went after her with a vengeance. Forgetting all 
technique and skill set I flipped into a spider monkey defensive, win 
at all costs mental storm. I ended up winning the silver medal yet was 
told by my 8th degree black belt Master Trainer that in his eyes I lost 
because I unleashed anger and power over humility and technique. 

Popularity: The need to be right, liked and understood quickly 
dilutes leadership effectiveness. A large part of authenticity is the 
ability to speak the truth in love, with respect, maintaining the ability 
to honor the person over the behavior. Too often the desire to be 
popular will lead to a mismatch of employee-position, which does 
not honor all concerned, rather it acts as a small drop of ink in a glass 

of pure water. This form of attachment leads to the drug of approval 
and will take down an entire team. How many of you’re actions as a 
leader are fueled by a desire to be liked? Right? Understood?  Authentic 
leaders will seek the good of all concerned over the desire to be liked; 
right and understood. Practice listening to understand rather than 
to be understood; this simple technique allows you to access pieces 
of information that are vital for solution and success. Your ability to 
remain grounded in your mission, as an authentic, effective leader 
will be in direct proportion to your ability to stand outside of comple-
ments and complaints. 

Possessions: Studies have revealed that the corner offices are often 
filled with excessive testosterone depleting oxytocin (the bonding 
hormone), therefore diluting the ability to create and maintain positive 
authentic relationships. EGO tends to jump in the drivers seat along 
with the pursuit of those things that represent “making it big.” Pos-
sessions too often blind human beings of what brings true and lasting 
happiness in life: meaningful relationships. When leadership is fueled 
by motives for more “stuff” in life the condition of “not enoughness” 
tends to override good judgment and the ability to maintain two at-
tributes of authentic leadership: humility and integrity. The pursuit 
of possessions often leads to putting things before people and invites 
the temptation of boasting. 

Authentic leaders have mastered the ability to guide others back to 
themselves and their fullest potential on earth. Matching talent with 
position, authentic leaders ignite engagement of their people through 
the practice of high noticing around individual’s need for achievement 
and inspiring creativity and clarity of focus. When interior priorities 
are clear, decisions are easy and admiration and respect follow close 
behind. LE

support Materials:
Get Your Body Behind Your Desire to Lead with Clarity: Click Here to Learn More

Authentic Leadership
4 Ps that pollute it

By Lauren E Miller

Would like to Comment? Please Click Here.

Lauren E Miller is Stress Relief/Personal Excellence Educator; Founder 
and Managing Partner of Grab & Go Stress Solutions, International Award 
Winning Author/Speaker/Trainer/Coach. Through product resources; 
mainstream media; 1:1 coaching; workshops; seminars and 30 day, 3 
minute a day programs, Lauren equips thousands of people worldwide with 
effective, sustainable skillsets that produce positive behavioral shifts which 
expand the ability to excel in life without all of the stress and anxiety result-
ing in purpose driven, confident living; goal achievement and work-life 
satisfaction. 
Visit http://laurenemiller.com
Email jdfulford@q.com 
Follow @LaurenEMiller7
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What is the overall objective of your program? 
Sikich University embraces the true culture of the firm- innovation, teambuilding, 

entrepreneurship, and high performance.  Sikich University stresses to participants that 
although our firm is growing at over 16% annually, our relationships and successes 
are built one day at a time, as one might imagine in a small firm atmosphere.  The 
success of Teambuilding exercises through Sikich University have been a catalyst to 
facilitate the one by one relationship growth across the firm.

Teambuilding is not a stand alone activity through Sikich University, rather a 
concept that has helped drive success of our program content.  Certain examples of 
that success include:

- New Joiner Core
- Leadership Academy
- Sales Leadership Academy
- Custom modules as requested by Partners

Who do you impact with your program?  
Sikich University impacts all employees of Sikich, providing multiple touches 

with our programs.  Beginning with New Joiner Core, Sikich University designed an 
orientation program which focuses on explaining Sikich’s business and culture, while 
promoting learner confidence when working with teams both through teambuilding 
and with forming relationships with those in their “starting class”.  

Continuing with our Sales Leadership Academy, Sikich University impacts learn-
ers by having them team up via social learning activities and negotiation activities 
within an ILT atmosphere.  They then use their teambuilding skills with their final 
learning asset, where they are assembled from various service areas and work through 
a business development project over six weeks.

Our program has demonstrated expertise with the ability to design and imple-
ment effective customized teambuilding modules.   When the custom modules are 
designed, a Sikich University lead works directly with Partners and Managers to 
determine specific skill gaps, conversations occurring within the team, and desired 
outcome.  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 help continue 
the conversation with the individuals involved in the exercise.

What are the lessons you’ve learned this year from facilitating your program? 
There are several lessons that we have learned from rolling out this program. One 

Teambuilding for Growth
Our editorial team interviewed  Janel O’Connor from Sikich University  at the 
Leadership Excellence Awards this past February. Here are some excerpts from 
the exclusive interview.
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Company Name: Sikich LLP
Program Name: Sikich University
Program Director: Emily Young 
Address: 1415 W. Diehl Road, Suite 400, 
Naperville, IL 60563  
Call: 630-566-8469
Email: Emily.young@sikich.com

Video
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thing we have done exceptionally well in order to provide lessons, 
is soliciting feedback.  During the program we solicit feedback after 
each day of the program, in a formal evaluation.

Evaluation data supports the fact that attendees go back to their 
“jobs” with energy and are excited about working for Sikich.  The data 
also supports that attendees enjoyed learning about the Sikich Service 
Areas and they want to learn even more.  Both of those items relate 
directly to the short and long term goals of the program. 

When attendees were asked to describe the program they said:
	● “Excellent opportunity to learn about the company & to meet 

others through the company that you might otherwise have the 
chance to meet.”

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

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

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

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

New Joiner Core is a continuous work in progress, as the content 
is ever evolving to match the pace of the firm and the level of talent 
we are hiring.  Feedback in the evaluations is reviewed and updates 
are made for the next program iteration.

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

In addition to the solicitation of feedback and evaluating the data 
as shared in the lessons learned question, we also find that the best 
measurement of our L & D efforts through Sikich University are 
demonstrated as we see our professionals given additional responsi-
bilities, promoted, or given new career opportunities within the firm.  
Achievement is also measured based upon meeting the short and 
long term goals, and adapting to the continuous evaluation process.  
The 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.

“No individual person is greater than the team.” – Dean Smith

What lies ahead for the program and how it will 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 will become stagnant.   

2016
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What is the overall objective of your program?
Headquartered in Dublin, Ohio, Cardinal Health, Inc. (NYSE: CAH) is a global 

integrated healthcare services and products company, providing customized solutions 
for hospital systems, pharmacies, ambulatory surgery centers, clinical laboratories and 
physician offices worldwide. The company provides clinically-proven medical products 
and pharmaceuticals and cost-effective solutions that enhance supply chain efficiency 
from hospital to home. Cardinal Health connects patients, providers, payers, pharma-
cists and manufacturers for integrated care coordination and better patient manage-
ment. Backed by nearly 100 years of experience, with more than 37,000 employees 
in nearly 60 countries, Cardinal Health ranks among the top 25 on the Fortune 500.

We created eight broad leadership competencies known as the Leadership Essentials 
to define what it means to lead at Cardinal Health. These embody our organizational 
expectations for managing people, processes, and projects.

Next, we needed to integrate the Leadership Essentials into the culture of Heath. 
This included many facets such as building it into our talent processes, visually rep-
resenting it in our environment, talking about it and promoting it in daily routines.  
We focused our initial development efforts on our frontline supervisors and managers 
given that these leaders influence the greatest number of people.

Our design began with setting a foundation with Core Management Skills (CMS) 
100: Leading Individuals. This is a two-day program focused on developing funda-
mental skills for effective workplace interactions. Topics covered in CMS 100 include 
building strategic work relationships, communication, coaching, and aligning per-
formance for success.

As the number of CMS 100 “graduates” grew, we created a second, follow-up course 
series, Core Management Skills (CMS) 200: Leading Teams. The focus this time was 
on engaging and motivating employees, and creating an environment of trust. Whereas 
CMS 100 develops foundational leadership skills for improving manager-employee 
interactions, CMS 200 course content offers skills for managing teams.

Who do you impact with your program?
Our frontline supervisors and managers, and ultimately, all employees. Every 

employee, from the manufacturing and distribution floors to the sales teams, plays a 
role and has an impact in delivering on our four core solutions – Logistics Solutions, 
Product Solutions, Business Solutions and Patient Solutions. What drives us each 

What it Means to Lead at Cardinal 
Health
Our editorial team interviewed Julie Blust from Cardinal Health  at the 
Leadership Excellence Awards this past February. Here are some excerpts from 
the exclusive interview.
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Julie Blust

Company Name: Cardinal Health
Program Name: Core Management Skills 
100 and 200 
Program Director: Julie Blust
Address:  7000 Cardinal Place, Dublin, OH  
43017
Call:  614.757.5000
Email: www.cardinalhealth.com
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every day is our promise to help those on the front lines of healthcare 
succeed and improve the lives of patients.

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

When managers were involved in their employee’s learning experi-
ence pre, during and post training, the results soared!

Supporting their people back on the job through role modeling, 
conducting robust dialogue, offering stretch opportunities, having 
aligned accountability for application proved to dramatically increase 
the return on investment and employee engagement.

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

Cardinal Health surveyed employees that completed CMS 100 & 
200 to determine if the training was effective. We saw statistically 
significant increases in employee productivity, morale, efficiency and 
inclusion in decision making. Trainees attributed more than half of 
their improvements in areas including manager effectiveness, efficiency, 
engagement, and morale specifically to training they received in the 
CMS program.

We also found that participants were utilizing their new knowledge 
and skills back on the job, with a 49% increase in display of effective 
leadership behaviors. Observers of the participants witnessed a 30% 
improvement in leader effectiveness. Another finding was the program 
positively reinforced all of Cardinal Health’s Leadership Essentials – 
contributing to business objectives. Both leaders and colleagues they 
work closely with experienced improved performance/productivity. 
And lastly, the greatest team-level outcomes were reported in manager 
effectiveness and communication.

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

We are expanding on these two courses and moving past offering 
isolated events. We are developing role-based “Leadership Journeys” 
based on current organizational business drivers

Leadership Journeys are created for five levels of formal and informal 
leaders.  We define journeys as a development experience designed 
with multiple formal and informal learning components. This includes 
simulations, assessments, core and elective courses, manager discussion 
guides, on the job activities, action planning, and reinforcement tools 
that extend learning application. The journeys are based on the most 
critical things leaders must do to drive the business forward now and 
in the future and ensures developmental impact for individual leaders 
as well as transformation for Cardinal Health. 

A key piece of the design includes selecting groups of participants 
from the same business units who all report up to the same Director or 
VP.  The purpose is to accelerate adoption of new leadership skills by 
giving teams of leaders within the same area the opportunity to have 
similar development experiences and hold one another accountable.

Finally, we have planned robust measurement to prove return on 
investment and identify continuous improvement to scale it across 
the organization.

2016
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the remarkable legacy of United States Navy reformer Admiral 
Elmo R. Zumwalt Jr. will be honored when the Navy commissions the 
USS ZUMWALT (DDG 1000), a guided missile destroyer and the 
first ship to be named for the late admiral who bucked conventional 
wisdom to modernize the Navy.

 The ship will be commissioned in Baltimore on Oct. 15 and then 
homeported at Naval Base San Diego. A veteran of World War II, 
Korea and Vietnam and a humanitarian in retirement, Zumwalt 
(1920-2000) was bold, innovative and caring. He is remembered for 
his efforts to reduce racism and sexism in the Navy and his lasting 
commitment to enlisted personnel and minority sailors.

 This is the stuff of a real leader. Be a human being, but be a strong 
one. Accomplish your mission and get things done despite challenges 
and pushback from superiors. Be decisive. Do the right thing.

 Donald Trump and Hillary Clinton, take note and learn from this 
distinguished leader: actions speak louder than campaign promises.

 In my latest book on leadership, Truth, Trust + Tenacity:  How 
Ordinary People Become Extraordinary Leaders, I discussed lessons in 
leadership from the military how courage is one trait that must be 
embodied in servicemen and women in leadership positions. Zumwalt, 
the youngest person to serve as chief of Naval Operations, faced a 
multitude of problems internal to the Navy as well as criticism from 
the press and Washington pundits. He battled jealously from other 
military leaders and numerous navy chief petty officers who resisted 
his reform efforts. But he courageously stood his ground and pressed 
forward.

 Zumwalt’s steadfast, humanistic form of leadership is desperately 
needed today - and not just in the military. We need a national leader 
who will lift people up and help Americans who have no voice: blue-
collar workers of all colors, the middle class, neglected veterans, and 
the urban poor. Trump and Clinton – one a billionaire,  the other a 
multi-millionaire – have yet to propose detailed initiatives that would 
help these groups in a tangible way.  We’re hearing a lot of campaign 
promises, but few details.

 Back to Zumwalt. He would have made a great political leader 
today. In fact, he ran for the U.S. Senate in 1976 as a Democrat from 
Virginia but lost to the incumbent.

 It’s too bad. Zumwalt undoubtedly would have carried his talents 
from military life to civilian life. Many of his achievements in the Navy 
had little to do with fighting or war. He treated the lowest ranking 
sailors with dignity and respect. He made people want to re-enlist. 
Through his progressive directives, known as “Z-grams,” Zumwalt 
tried to humanize the Navy and make life better for minorities, Navy 
wives, women sailors and junior officers. He issued directives to es-
tablish ROTC programs at predominantly black colleges, boost black 
enrollment at the Naval Academy, and end sexist and racist policies. 
He created a Minority Affairs Office and loosened up the dress code. 
White sailors respected and trusted him, too.

 Zumwalt was also a selfless and successful leader in retirement. 
He helped numerous charities, advocated for those exposed to Agent 
Orange and founded the national bone marrow registry which seeks 
to match bone marrow donors and recipients. In awarding Zumwalt 
the Presidential Medal of Freedom in 1998, President Bill Clinton 
called Zumwalt, “One of the greatest models of integrity and leader-
ship and genuine humanity our nation has ever produced.”

 That humanity manifested itself in many of Zumwalt’s actions that 
helped individuals. During a meeting several years ago with 1,000 
sailors in San Diego, a black cook named Clarence Burris shared with 
Zumwalt that his wife had just died from cancer and his three daughters 
now needed him. Burris pleaded for a shore assignment since his ship 
was about to sail. Zumwalt immediately ordered a change of assign-
ment for the cook. As Zumwalt stood up from the stage, the sailors 
rose and cheered. A petty officer blocked the admiral’s path and said, 
“Thank you Admiral, for treating us like people.” LE

 

Actions Speak Louder Than Words
What our presidential candidates can learn from Elmo Zumwalt

By Ritch K. Eich

Would like to Comment? Please Click Here.

ritch K. Eich, Ph.D, Captain, US Naval Reserve (ret), had several tours 
in the Pentagon and served on Congressional committees for Sens. Carl 
Levin (D-Mich.) and Dan Coats (R-Ind.). He is the author of three published 
books on leadership and is founder of Eich Associated in Thousand Oaks.
Connect ritch K. Eich
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 Lance Sinclair

Company Name: Direct Energy/Success 
Academy
Program Name: Leadership Basics
Program Director: Jeff McLanahan
Address: 50 Central Avenue, Suite 920
Sarasota, FL 34326
Call: 800-771-0107
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What is the overall objective of your program?
The mark of a leader is not just about how good a leader you are – it is more about 

how many leaders you develop. Leadership Series is a four part series that focuses 
on Basics of Leadership, Leadership Behaviors, Building a Winning Team, and 
Growing a Team. The Direct Energy leadership behaviors of Be One Team, create a 
safe and positive environment, put our customers first, seize responsibility, and see 
beyond our own goals; the viewpoint will include as a Leader of Self and a Leader 
of People.  The program is highly interactive and participant centered.  The class 
includes an Instructor Led Training as well as pre and post work in the company 
online site: Success Academy Online.

Who do you impact with your program?
Management at all levels in the organization, including General Managers, Opera-

tions Managers, Sales Managers, Installation Managers, Call Center Managers, and 
Administrative Managers. Locations are strongly encouraged to register any team 
member identified as having high potential within the organization.

What are the lessons you’ve learned this year from facilitating your program?
Management identified a gap in knowledge, specifically Leadership in 2015.  Twelve 

classes were outlined; four were chosen for released in 2015. In the first, four classes 
(the series); attendance has increased with each offering. Inquiries from clients has 
been extremely high.   

How do you measure the return on investment and success of the program?
Kirkpatrick’s measurements for Return on Investment, Level 1, Reaction and 

Perceived Value and level 2, Learning and Confidence, were documented.  Scores 
on level 1 have been 95 (using the Net Promoter Score system) and close to 80% 
passing on the level two.  

What lies ahead for the program and how it will continue to succeed?
Program will be offered again in its present 4-part series format.  Program will 

expand in 2017.  Focus in 2016 will be to implement data gathering for a better level 
two in Kirkpatrick’s system as well as expanding into level three and four.

A Leader of Self and People

Our editorial team interviewed Lance Sinclair from Direct Energy/Success 
Academy at the Leadership Excellence Awards this past February. Here are 
some excerpts from the exclusive interview.
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What is the overall objective of your program?
Covidien, a $10 billion medical device and healthcare company, established a five 

pillar strategy called Covidien 2020. One pillar was “Developing Talent and Culture 
to Drive Innovation and Inclusion.” This led to increased investments in the develop-
ment of skills and competencies that drive collaboration, partnership, and innovative 
behaviors. In 2012, the Vascular Therapies and Respiratory Monitoring divisions of 
Covidien identified career development as a solution to address lower engagement 
scores and to support the development of a learning culture in alignment with the 
company’s Covidien 2020 strategy. The career strategy included executive engagement; 
targeted marketing and communications; formal instructor-led training workshops for 
400 managers and more than 800 employees; on-going leadership support; and addi-
tional activities to sustain the effort. We also launched an internal career development 
portal to educate employees and provide tools and resources. To support the formal 
training opportunities, employees received executive leader and tailored individual 
communications. The communications were designed to introduce participants to 
the program, increase their excitement, gain commitment, and promote enrollment. 
An internal social media and collaboration site also provided a way for participants 
to engage in conversations about career development.

Who do you impact with your program?
Employees and managers in the Vascular Therapies and Respiratory Monitoring 

divisions.

What are the lessons you’ve learned this year from facilitating your program?
One of the most difficult things for some employees to do is to initiate a career 

conversation with their manager. We are very comfortable talking about performance 
results and projects we are working on, but discovering what is next and then creat-
ing a solid plan to get there can be challenging. A lesson I’ve learned from talking to 
hundreds of employees about their careers is that when quality conversations begin 
between managers and employees, good things follow. It opens up a different kind of 
dialogue between the manager and the employee that focuses both on acknowledg-
ing past results, and it also focuses on growth and development of new capabilities 
for the future.

Career Development to Engage 
Employees
Our editorial team interviewed  Michael Smith from Medtronic  at the 
Leadership Excellence Awards this past February. Here are some excerpts from 
the exclusive interview.
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Company Name: Medtronic
Program Name: Career Development at 
Covidien
Program Director: Michael Smith
Address: Medtronic, 710 Medtronic 
Parkway, LE100, Minneapolis, MN 55432
Call: 763.505.4271
Email: Michael.b.smith@medtronic.com
Visit: http://www.medtronic.com/

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

We used Career Systems International’s evaluation to measure success 
in the actual workshops. For overall program success, we measured three 
questions on our regular engagement pulse surveys. One question we 
asked was “In the past year, I have initiated a career conversation with 
my manager.” After launching the career development initiative, the 
favorable response on that survey question went from 69% to 85%.

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

Covidien was acquired by Medtronic to create one of the world’s 
largest medical technology companies - alleviating pain, restoring 
health and extending life for millions of people around the world. 
As a combined company, we have launched a global initiative called 

“Career Development for All.” Career development is viewed as a 
business priority at Medtronic and a critical lever for our growth. As 
we strive to transform healthcare, all 85,000 Medtronic employees 
have a role to play by building new capabilities and creating plans to 
support their own career aspirations. Their managers and the orga-
nization are ready to support employee career plans.

2016
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Everyone knows that goal setting is critical for both employee and 
organizational success. Having clearly defined objectives, along with a 
means to monitor and report on achieving milestones, is paramount 
for creating a high performing workforce.

 But, the truth is, setting those goals is only one part of the battle. 
Holding employees accountable for their achievement can be chal-
lenging in many organizations. Why?
 The Accountability Gap

For some companies, goal-setting is more of an abstract concept: 
Goals are big picture without a measurable way to track progress 
and solve challenges or overcome roadblocks in a timely manner. It’s 
tough to hold employees accountable when goals are poorly defined 
and can sometimes feel like a moving target.

 For many, the pace of business moves faster than the goal-setting 
process. It might take months for goals to be set, approved and logged 
into a performance management system, by which time business 
priorities may have already shifted, and sometimes rendering goals 
misaligned or even irrelevant. Not to mention, any shift in strategic 
or even operational priorities requires plans to be updated across the 
organization—a time-consuming, complex and difficult process that 
interrupts workflow and achievement.

 Adding to these challenges, sometimes employees can only see 
how their efforts contribute to their supervisor’s goals, but not how 
they contribute to organizational success as a whole.  Maybe there’s 
confusion as to exactly what or who they are working for today, tomor-
row and this quarter. The cascading effect of goal setting can create 
confusion when it’s not completely understood, where employees 
aren’t sure exactly which goals they should be working toward.  If 
employees aren’t sure of their priorities and expectations, how can 
they take personal accountability for meeting them?
 Collaboration Closes the Void

The wicked-fast pace of business means traditional goal setting and 
accountability has to change. Employees and managers must be clear 
on how their day-to-day work matters in the grand scheme in order 
to achieve full employee engagement – that perfect alignment of 
maximum satisfaction for the individual with maximum contribution 
for the organization, according to the authors behind the book, The 
Engagement Equation: Leadership Strategies for an Inspired Workforce.

 In order to create and support a culture of optimal engagement 
and performance, managers and employees must collaborate on 
setting, monitoring and achieving goals. Creating this culture of co-
accountability puts supervisors and their direct reports on the same 

Creating Co-Accountability For 
Workplace Goals
7 ways to do it

By Teala Wilson
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team, working together to ensure everyone’s goals are clearly defined 
and met. When supervisors and their direct reports works together, 
not only are individual goals more aligned with overall corporate 
strategy, but also employees are more willing to take ownership over 
their role in meeting those benchmarks.

 Changing to a co-accountability dynamic isn’t easy and often 
requires a cultural shift, especially among organizations who have 
been stuck in the abstract-goals quagmire. Here are some tips to get 
you started down the right path.

 1) Adopt organization-centric goal alignment: According to 
Gallup research, only half of employees know what’s expected of 
them at work. As a result, it’s hard for them to see how their work 
contributes to organizational success. But in an organization-centric 
model, employee goals are linked directly to the company’s strategic 
objectives. These companywide goals are then broken down across the 
teams and hierarchy, with goals cascading down three or four levels. 
Employee goals are tied to those larger objectives and employees know 
exactly what’s expected of them and why. This transparent approach 
empowers employees to track their own progress and see how their 
individual efforts contribute to move the organization forward, while 
assuring the C-suite and management that the workforce is moving 
in the right direction.

 2) Ensure both the individual’s and the organization’s needs 
are met: By collaborating on goal setting, supervisors and their 
direct reports can make sure it’s not entirely a one-sided proposition. 
Managers must show some interest and investment in employees’ 
professional success, development and career planning. For example, 
perhaps an employee would like to advance in their career within the 
next year. By working together, the two can define goals that meet 
the company’s objectives while also helping the employee advance to 
where they would like to go in their career.

 3) Maintain a “continuous line of sight”: In a top-down goal 
setting strategy, the CEO sets the big business goals, managers set 
their goals relative to that plan, and individual employee goals are then 
tied to their direct supervisor’s goals. That means if employees fail, the 
manager fails, and when the manager fails, employees bear the brunt 
of repercussions. Instead, employees should constantly be reminded 
of how their work contributes to the big picture—those overarching 
business goals. When asking employees to perform tasks, managers 
must be clear why and how it relates to the larger initiative, across the 
organization. When employees can see how their progress supports the 
larger context, it creates a “we’re in this together” team atmosphere. 
 4) regular communication is critical: Co-accountability does not 
happen if supervisors only review goals and progress with employees 
at the annual performance review. Communication around the im-
portance and progress of goals must happen regularly – as often as 
the rhythm of business will allow – in order to drive success. Regular 
conversations about goal progress allow employees to discuss how 
assignments are going, gives managers an opportunity to provide 
coaching and support, and allows the two to work together as a team.

 5) train on goal-setting: Don’t assume every manager and em-
ployee knows how to devise and write their own goals. Provide training 
to help staff master goal setting best practices. Provide a sample of 
effective goals on the appraisal form and include fields for milestones, 
success measures, due dates, etc., so that none of those parameters 
are left off. We’ve all heard of SMART goals, but sometimes, things 
just need to get done. This is where TRAMS goal setting can help. 

TRAMS goal setting is a reverse approach to conventional SMART 
goals that begins with establishing a timeframe for achievement first, 
and then working backwards to set relevant, achievable, measurable and 
specific goals. The TRAMS approach is a great way to help prioritize 
work and set expectations for what will be delivered. 

6) Be open to changing goals: Situations can change quickly, but 
organizations that are stuck in an annual goal setting and review routine 
have an extremely hard time changing course. According to Bersin by 
Deloitte, “Organizations that have employees revise or review their 
goals quarterly or more frequently are 45 percent more likely to have 
above-average financial performance and 64 percent more likely to 
be effective at holding costs at or below level of competitors.” When 
employees and their managers can work together to modify goals to 
respond to changing needs, the entire team works more efficiently 
and new goals can actually be met. Otherwise, goals that are outdated, 
irrelevant and unachieved at the end of the year send the message that 
the entire goal-setting exercise is pointless.

 7) Celebrate success, but learn from failure: Achieving goals is 
important, but it’s also important to create an environment where 
employees can make mistakes. Without this safe environment, em-
ployees may start to point fingers, creating a toxic situation. To create 
a setting where employees can learn from their actions, managers 
must assume a coaching role, frequently addressing challenges and 
mutually working on solutions. This ensures managers and their direct 
reports can not only minimize the risk of failure, but also create an 
open environment where employees can learn from mistakes.
Accountability starts at the top

While managers and employees are collaborating to set and measure 
goals, C-level executives must also practice what they preach, regu-
larly reporting their own progress on high-level goals to staff. This 
process can be part of a concerted effort from senior leaders to show 
how the work from each department is contributing to the success 
of the overall strategy. This demonstrates that goal achievement is 
a priority and helps to establish a culture of co-accountability at all 
levels of the organization.

 Collaborating to set and achieve measurable, attainable goals is 
arguably one of the most important functions in any business, yet it’s 
often not given the time and attention it deserves. When account-
ability and achievement become a team effort between managers and 
their direct reports, the entire company runs smoother and more ef-
fectively, creating a culture of teamwork and success across all levels 
of the organization. LE

Creating Co-Accountability For Workplace Goals
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Amy Stratbucker

Name: Amy Stratbucker
Title: Lead Consultant
Company: AJS Consulting
Number of people you lead: Clients and 
project committees
Email: astratbucker@aol.com
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What is your strongest characteristic you think has made you a great leader?
Being a leader is a responsibility. I’ve always felt this strong responsibility and have 

been committed to furthering my capabilities as a leader of self and others. I believe 
strong leaders are willing to do a self-appraisal and ask themselves where they can 
do better….where they must do better.  This requires courage and resilience.  I’ve 
had the courage to do the right thing, often the more difficult route to take.  Taking 
risks requires courage. I’ve been willing to take risks, fail and exercise courage and 
resilience to get back up and learn from the mistakes and successes.  Understanding 
when it is more appropriate to follow than lead is also an important aspect of being 
a leader and it takes courage to follow, particularly when you would prefer to lead.  
I’ve had the courage to ask the tough questions, when the answer may not be ideal, 
yet willing to listen and sometimes go a different direction than originally intended.  
My courage to try new things and set stretch goals started when I was young. In fact, 
my grandmother used to tell me when I had a tough day, “You had a growing day, 
you must be a little taller today.” Failures happen, growth is optional.  In order to 
motivate and inspire others I must FIRST learn to change and motivate myself.  By 
shining our own light we give other people permission to do the same.

tell us a story of something you have done as a leader that has impacted or 
inspired others

I volunteered to create a campaign and fundraiser to raise community awareness 
for clean water locally and internationally.  In conjunction with a Ugandan children’s 
choir touring in Grand Rapids, Michigan, I organized a charity event called “Carry A 
Jerry.”  The proceeds benefited a village in Uganda, Africa, providing water harvesting 
systems and furthering the goal of becoming a self-sustaining village.

The Jerry Can is filled and carried in Uganda by women and children to transport 
water from the river to their village, often walking many miles a day to do so.  The 
charity event brought community families together to learn about local clean water 
initiatives and experience carrying a full Jerry Can in the relay race.

This event could not have taken place without the recruitment of sponsors and 
volunteers to create, promote, and execute the race. On race day, we had a terrific 
turnout, more than double the number expected, all wearing Carry A Jerry T-Shirts 
and inspired by the choir members showing how Ugandans run with the Jerry Can.  
The fund raising impact continues to be felt in the Uganda, African village com-
munity with improving water harvesting systems and the inspiration locally has led 

Being a Leader is a Responsibility
Our editorial team interviewed Amy Stratbucker from AJS Consulting at the 
Leadership Excellence Awards this past February. Here are some excerpts from 
the exclusive interview.
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Leadership Excellence Rank

16

Video

43

mailto:astratbucker@aol.com
https://www.youtube.com/watch?v=KqYUdfE-_uA
https://www.youtube.com/watch?v=KqYUdfE-_uA


to the choir returning to Grand Rapids in 2016.  A second Carry A 
Jerry Race is planned and I’ve been tapped to lead; I am honored to 
have the opportunity.

What are the lessons you’ve learned this year from your leadership 
experiences?

Our ability to perform is based on our ability to weed out distraction 
and be focused.  In today’s VUCA world, it continues to get tougher to 
tame the interference. It often comes in forms of external and internal 
noise. I’ve learned that those who set goals and aim high know how 
they best contribute and have discipline to routines that allow them 
to show up at their best.  The only person capable of ensuring you 
show up at your best is you. It is a choice to take control or allow the 
distractions to control you. I’ve learned having routines that take the 
whole self; mental, physical, relational and spiritual, into account and 
sticking to those routines allows you to feel less overwhelmed.  I’ve 
learned that having a bigger purpose in life allows me to prioritize 
what I say yes to.  There continues to be more and more situations 
where strong leadership is needed. I’ve learned to have the courage 
to say no and focus on the areas where I’ve said yes and ensure I am 
showing up at my best ready to perform.

one tip or word of wisdom you can share on what made you a 
great leader and can help others

Get comfortable with ambiguity and change. Embrace it and thrive 
on it.  We all have potential far greater than we can imagine.  Having 
a curious and learning mindset opens us to many opportunities we 
may otherwise miss. Be willing to take risks and create opportunities 
to stretch yourself. Surprise yourself. Leaders are no longer afforded 
the opportunity to sequentially learn, lead, execute and adapt.  Those 
things have to happen simultaneously in order to be successful in 
our fast paced, ever changing environment. In this environment, the 
answers to organizational challenges can’t always be found in a book. 

As a leader you must find ways to make people capable of joint per-
formance. Identify and embrace their strengths and empower them so 
that they are committed to making a difference. If you value diverse 
perspectives and collaboration you are sure to get a better solution to 
your challenge. An organization that fosters an environment of candor, 
empowerment, and a “Yes And” Attitude will always outperform one 
that plays by the old rules.

in your personal view what has been your greatest leadership 
accomplishment

As a leader partner, I established a Leadership Platform for a fast 
growing pharmaceutical company. The platform is based on an inside 
out philosophy; uncovering one’s purpose their strengths, experiences 
and their passions. The platform is multi-dimensional allowing for 
content to be pushed out for consistency in framework and language 
and other materials available for pulling to fulfill individual needs. 
The content provided, whether it’s pushed or pulled, is aligned to the 
Leaders Guided Performance System or capabilities. The development 
program is also fluid.  One of the guiding principles in establishing 
the program was to provide development around the business needs 
and know the people executing are the best ones to deliver.  Content 
is customized and designed in collaboration with the Leaders, the 
audience – a program developed “for them and with them.”  The 
platform consists of four parts:  online content, team discussion 
materials, on-boarding and leadership retreats.  The organization is a 
learning organization and continues to provide the resources and time 
necessary to grow their leaders.  The combination of a highly valued 
Leadership Development program and the continued commitment to 
learning and development has resulted in an organization with a high 
level of engagement.  The program has impact on individuals, teams 
and an entire organization.  This impact translates to impact on the 
customers and ultimately, most importantly, the patients they serve.  

2016
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so…why are good leaders such a rare breed? I honestly don’t know.
There are countless university degrees, certifications, corporate 

training programs, workshops and articles about this subject. 
In fact, these days you can’t search the Internet for anything business-

related without tripping over some post or article about effective 

leadership or traits of a good leader.
Despite the varied and abundant information out there about this 

subject, most have the following tenets at its core:
•	 A good leader creates strategic vision
•	 A good leader communicates clearly

Why Are Good Leaders Such A Rare 
Breed?
7 behaviors that make you productive

By Vickie Rotante
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•	 A good leader empowers his/her people
•	 A good leader achieves results
Obvious-right?
Hmm…maybe not so much.
In my 25-year career, I’ve worked with bosses from all walks of 

life and educational backgrounds. Some hail from the best business 
schools in the country, and some who’s “MBA’s” have come strictly 
from hard work and experience.  I respect both, as each avenue has 
its individual merit.

While I don’t have all the answers, and I often ask myself, “Why 
do so many experienced business executives fall short in the leader-
ship realm?”
	Have they never effectively been taught? 
	Is there a pervasive absence of self-awareness? 
	Or, just a ubiquitous lack of common sense?
I must say, I’ve been fortunate to have a few good mentors whose 

teachings I still incorporate in my business practices today. Yet, there 
is no question that the “bad” (ineffective) leaders definitely have 
outnumbered the “good” (effective) ones in my career. The upside 
is however, while these ineffective people may have been taxing to 
work with, they have provided me with my most memorable lessons, 
my “reverse MBA”- if you will. Real-life courses that taught me what 
not to do.

I’m certainly aware that there are professionals out there with 
more experience or academic knowledge than me in subjects such 
as organizational leadership or business strategy. However, at the 
risk of adding one more post to the plethora of leadership material 
out there… I feel the need to share what I’ve learned over the years.

My experience has taught me that while leadership implies authority, 
strategic vision, and influence, it is mostly about relational behaviors. 
While I continue to learn new things every day, I’ve found that these 
seven behaviors have consistently yielded me results, and have even 
garnered some respect from my teams to boot:

1. self-Assurance (with a dash of humility and open-minded-
ness): Remaining confident in your knowledge and experience while 
simultaneously being mindful that you don’t know everything. Good 
ideas come from everywhere. 

2. Clarity of direction: Providing a clear outline of what success 
looks with well-defined milestones paves the way to a successful execu-
tion. Individuals (or teams) must also understand how their unique 
roles contribute to the collective goals.

3. Effective Communication: Concise and thorough commu-
nication that reinforces goals, monitors progression and highlights 
the wins along the way ensures alignment and keeps teams focused 
and motivated.

4. Empowerment/Engagement: One cannot exist without the 
other.  Empowering people not only leverages a person’s abilities 
but it also breeds employee engagement. Each member of the team 
become the steward of its success. 

5. decisiveness/open-mindedness: These are two sides of the 
same coin. Being resolute while remaining open to suggestions. When 
making authoritative (non-collaborative) decisions, inform your team 
why you thought it best for the overall success. This allows an op-
portunity to teach as well.

6. Agility: Being receptive to new information or developments 
while frequently assessing progress. This ensures the progression 
continues be relevant and on target.

7. investment in Your People: Mentor and guide them along the 
way. Expect your managers to do the same with their direct reports. 
While this costs precious time and energy, it repays itself in results 
and ultimately produces bench strength in your group.

I can’t resist peppering in a few of my favorite quotes from great 
leaders both living and dead. These sayings hang on the wall of my 
office and express a succinct clarity vision that inspires me daily.

 “No company, small or large, can win over the long run without 
energized employees who believe in the mission and understand how to 
achieve it.” 

      - Jack Welch, former CEO of General Electric

“Leadership is about making others better as a result of your presence 
and making sure that impact lasts in your absence.” 

      - Sheryl Sandberg, COO of Facebook
“Leadership is the art of getting someone else to do something you want 

done because he wants to do it.”
 - Dwight D. Eisenhower, 34th President of the United States
I think you get the point…LE

Why Are Good Leaders Such A Rare Breed?
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