Index

A
Absenteeism rate, 171
Accomplishments, celebration, 16,
132, 146
Accountability, 113
questions, 162
Action, importance, 48-49
Advertising, usage, 220, 231-232
Aggressive hospitality, 1+8-191
Apathy, definition, 12§
Associate partner¢hip; importance,
220, 225224
Associate Stock Purchase Program,
58
Associates
empowerment, 158, 207-208
growth/development, 82
knowledge, usage, 223-224
loyalty, 134-135
meeting, 220, 224-225
needs, response, 152-153
opinion surveys. See Grass-roots
associate opinion surveys
partnership, concept, 67
performance problems, 67

respectyiS2
tréaonent, 84-85
surnover
impact, 167-168
rate, 171
Attendance policy, 159, 166-167

B
Best-quality people, hiring, 28
Big box retailers, 199
Birthdays, celebration, 143-144
Business
excellence, 180
paradigms, challenge, 216
problems, reactivity/proactivity,
83
strategy/tactics, communication,
245
Business-related problems, 79
Buyers, workweek, 100-101

C

Can-do attitude, 22, 47, 82-83
Care, showing, 16

Carnegie, Dale, 86

<o>
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Celebration. See Accomplishments
Change
acceptance. See People
resistance, 79
Churchill, Winston, 47
Committed Honest Executes Able
Performs (CHEAP), 199
Commitment, 92. See also
Entrepreneurial commitment;
Personal commitment
choice, 38
embracing, 49
focus, 6
importance, 23
Common sense, usage, 101-102
Communication, 16, 96
challenge, 97
importance, 107-108, 156.
See also Two-way
communication
overload, avoidance, 106
questions, 161
standard, 98
style. See Walton
Company
agenda, importance, 1355
performance, incentive/
bonus plan, €0
stock, ownershin, 52
strategies/tactics, adjustment,
100
Competitiveness, 82
Competitors
ideas, usage, 36-37
Walton store visits, 12
Confidence, instilling, 74
Conflict management, 83
Contests, importance, 145-146
Continuous improvement, 111,

178-179

questions, 162
Coolidge, Calvin, 39
Cost control, 85-86, 96, 246
example, 210
integration, 205
team effort, 212
Cost savings, cultural integration,
212-213
Cross-training assignments, 141
Cultural goals, 28
Cultural test, passing, 2
Current sales, review, 68—69
Customer service, 176-177
focus, 81
importance, 106
providing, 180
Customer-ceniared relationships,
~ 70
Custome:=/ocused company, 75-76
Custciner-focused questions, 161
Cascomers
expectations, exceeding, 17, 82,
174, 246-247
focus, 82, 109-110
importance, 177
interaction, 158
perception, outside-in approach,
186
satisfaction, 169, 181-182
treatment, 5657, 175

D
Daily meetings, 159, 165
Dedication, 38
Discipline, 38, 67-68
approach, 7-8
Distribution advantage, 233-234
Dreams
achievement, 16, 72
commitment. See Walton



E
Economies of scale, leveraging, 216
Edison, Thomas, 10
Eisenhower, Dwight D. (persuasion
quotation), 53
Electronic data interchange (EDI),
201
Emotional event, creation, 135
Employee-centered activities, 158
Employees
care, 245-246
correct behavior, 143-144
credit, 89
dignity, treatment, 128
empowerment, 207
expectations, 127
feedback/encouragement,
127-128
goals/aspirations, sharing,
126-127
happiness, 57, 136-137
ideas, recognition, 212
motivation, possibility, 138-132
owner mentality, creation, 69
unhappiness, 137
Empowerment. See Assotiates;
Employees
belief, 53
Entrepreneuriai conmitment, 62
Ethical behavior, 82
Everyday low-price (EDLP) strategy,
231-232
Executive row, 160
Exit interviews, 159, 166
Expectations, 15, 113, 125-126.
See also Wal-Mart Discount
Stores
exceeding, 17, 174.
See also Customers
goals, accomplishment, 183
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questions, 162
Expenses, control, 17, 198

F
Failure, belief/attitude (impact), 29
Feedback. See Employees;
Performance
solicitation, 170
usage, 128
Focus, ability, 38
Focus, singularity, 6, 13, 37-38
maintenance, 22
Frito-Lay, price negotiations, 3—4
Fun, experience, 136-137, 146
Functional silos, 245

G
General Ylectric, vendor partner,
¢9, 207

Geals
accomplishment, 152-153
achievement, 53, 169
attention, 26-27
commitment, 78.

See also Walton
excitement, creation, 145-146
meeting, rewards, 66—-67
orientation, 62
setting, 25-26
stair-stepping, 40
stretching, 24-25

Golden Rule, 225
people philosophy, 5-6, 9, 15
values, 119-120
importance, 10
maintenance, 36
Grass roots philosophy, 79
Grass-roots associate opinion
surveys, 159-164
Greenleaf, Robert, 37
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H

High Expectations Are The Key
To Everything (HEATKTE),
74, 246

Hourly associates, hiring, 64

Human resources (HR) division, 5

Hypermarket concept, 235

I
Ideas

collecting, 157-158

learning, 150

origin, 12

recognition. See Employees
Ignorance, definition, 138
Incentive/bonus plan. See Company
Incentive/productivity, cause-and-

effect relationship, 54

Information

gathering capability, 3-4

power, 96-97, 156-157

usage, 150-151
Innovation, 13, 77, 79

commitment, 178

usage, 36-37

willingness, 54
Integrity/honesty/trust, 77, 79, 82
Internal customer service, 78, 153

benefits, 53
Internet, usage, 29
Intranet, usage, 99
Intrapreneurial leadership, 63-64
Intrapreneurial ownership, 63

J
Job-specific technical skills, 155-156

K

Kaizen, 178

Keep It Simple Stupid (KISS)
concept, 222

L
Leaders, 78, 80-81
inspiration, 30
sincerity, 155
Leadership. See Intrapreneurial
leadership
basis, 80-81
characteristics, 62
motivation technique, 75
paradigms, challenge, 216
positions, 31
promotion process, 125
role, movement, 33-34
skills, development; 32
team, 168
passion/commi:ment, 39
perks, ahsence, 126
Learning
contiruation, 82
curve, 125-126
nrportance, 48, 62
Teonard, Stew, 110
Listening. See People
impact, 87
importance, 110-111
questions, 161-162
skills, 82-83, 157
Local heroes, creation, 122-123
Loyalty, 89-90, 134.
See also Associates
creation, 57
garnering, 155-156

M
Malcolm Baldrige Award, 179
practices, benchmarking, 80

Management By Walking Around
(MBWA), 120-121,
245-246

Management team, focus, 171

Manufacturers, honesty, 202



Maslow, Abraham (hierarchy of
needs), 84
Merchandising
philosophy. See Walton
usage, 220, 232-233
Merchant skills, teaching, 187-188
Merit increases, 118
Michelangelo, 9-10
Morale
improvement, 139-140, 212
problems. See Work group
morale problems
Motivation, 16, 72. See also People;
Personal motivation
ability, 22
approach, 137-138
questions, 161
techniques. See Leadership
impact, 85-86
Multitasking, 61

N

Negative self-fulfilling prophecy,
91

Negotiation technique, 208--299

Neighborhood Market.cosicept,
234-235

Never-say-die atticude, 13-14

New store concepsts, 220, 234-238

Nightingale, Carl, 26

Nonmonetary award ideas, 144

Nonperformers, interaction, 129

Nonperforming team members, 66

Q)

One-on-one meetings, 159-160

Open-door issues, 164, 170

Open-door policy, 159, 164-165
usage, 220, 225-226

Open-ended questions, 156-157

Opening the books, 99
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Operational excellence, search,
236-237
Organization
challenges, 177
importance, 112-113
leading, 24
questions, 162
Organizational goals, meeting, 61
Overtime, budget, 206-207
Ownership. See Companys;
Intrapreneurial ownership
belonging/importance, 64-65
entrepreneurial feeling, instilling,
63
value, 53

P
Paradigins. See Staffing
bustcy, 34
<aallenge, 218-219. See also
Business; Leadership
importance, 34-35
Partnership
concept. See Associate
partnership
creation, 56
Passion, 62, 77. See Walton
commitment, 44
continuation, 21, 22
importance, 23
Payroll budgets, review, 68-69
Peer pressure, 66
Penney, James Cash “Golden Rule,”
10
goals quotation, 23
People
accomplishments, recognition,
121-122
appreciation, 16, 118
caring, 16, 96
change, acceptance, 35
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People, continued
courtesies, 142-143
development, 108-109
questions, 161
difference/impact, 15-16, 78, 80,
240
dignity, 89-90
efforts, recognition, 118
enthusiasm, 134
Greeter, 191
growing, 29-30
listening, 17, 150
motivation, 109, 135-136, 155
names, usage, 87-88
orientation, 62
philosophy. See Golden Rule
promotion, 30-31
lessons, 32-33
recognition, 120-126
respect, 180
skills, 107-111
treatment, 119-121
value, 36
visual interaction, 88
People Division, The, 5, 41
Performance
achievement, 91-92
coaching, 159, 163
feedback, 129
goals, 171
meeting, 129-130
improvement, 140-141
level, 66
problems. See Associate
performance problems
review, 170
standards, setting, 45
Personal career dreams, 241-242
Personal commitment, 49-50
Personal motivation, 90, 92
Personal sacrifice, 45-46

Personal skills, development,
155-156
Persuasion, 53
Pessimist/optimist, contrast, 47
Planning
importance, 112-113
questions, 162
Positive self-fulfilling prophecy, 92
Positive-performing employees,
129-130
Pricing
importance, 220, 229-230
strategy, 230
Private-label products; inipact,
202-204
Problems
challenge. 217/-218
opportunitics, contrast, 47
reactivivy/proactivity.
See Business
resolution, 114-115, 217-218
questions, 162
solution, opportunity, 124-125
Procter & Gamble (P&G), 179
vendor partner, 80, 207
Product
distribution, 240
guarantees, 110, 193-195
inventory, 220, 233-234
merchandising, importance,
232-233
mix, adjustment/change, 25, 184
quality, 200
selection
approach, 186
importance, 183-184
Productivity improvement, 146-147
continuation, 82
Professionalism, 82
Profit sharing
funding, 60



impact, 54-55, 60-61
influence, 204
plan, participation process,
56-57
power, 58
program, 53
success, 68
proposition, 67
providing, 55-56
secret, 58-59
statement, receipt (importance),
59
Promotion
lessons. See People
success, 33
Prosperity, saving (impact), 17, 198
Publix, merchandising strategies, 4

Q

Quality, 82
commitment, 179
passion, 78, 80

R
Radio frequency identificetio:.
(REID), 220, 228229
Real work, completicny 42
Recognition benefits, 144-146
Recognition criiture; 141-142
Responsibility;. aesire, 32, 124-125
Results, bias, 77, 78
Retailtainment, 191-192
events, 192
Retention strategy, 159, 167-168
Risk taking, 6, 13, 78, 79
calculation, 79, 218, 247-248
Rules. See Success rules

S
Safety, 159, 165-166
Sales, increase, 232-233

INDEX <@» 257

Sam’s Club, 6, 18
Satisfaction, guarantee, 175-176,
190
Saturday morning meetings, 100,
118
Saving, impact. See Prosperity
Self-confidence, 62
Self-fulfilling prophecy.
See Negative self-fulfilling
prophecy; Positive self-
fulfilling prophecy
creation, 33, 74-75, 83-84, 113
Self-sacrifice, 38
Servant leader, 62.152-154
Servant leadership, 39-90, 153-154
Service
approact, 195-196
level;importance, 184-186
staricards, 189-191
Shavenolders, profit growth, 82
Stiinkage (theft numbers), review,
68-69
Simplification process, 220-222
Skills
learning, 26-27
teaching, 30-31
Smiling, impact, 86-87
Soderquist, Don, 81-82, 89
Specific Measurable Action-oriented
Realistic Time-bound
(SMART) evaluations, 159,
168-170
Staffing
challenges, 64-65
paradigm, 241
Stagnation, avoidance, 73
Stakeholder’s bonus, usage, 65-66
Stand-up meetings, 68—69, 98-100
Status quo, challenge, 247-248
Stock keeping units (SKUs),
management, 227
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Strangest Secret, The (Nightingale), 26

Success
achievement, commitment, 16,
22, 33
belief/attitude, impact, 39
celebration, 139-140, 145-147
desire, 83
difficulty, 27
indicators, 96
participation, 61
sharing, 16, 52
Success rules, 6, 16-17, 244
buckets, 244
importance, 8-9
usage, 8
Sundown rule, 78, 111-112, 190
Swimming upstream, 17, 216
concept, 237-238

T
Team
building, 83
development, 112
questions, 162
orientation, 62
performance, 242-243
results, value, 27
synergy
achievement, 25y 129
creation, ability, 154-155
Teams win philosophy, 27
Teamwork
growth, 158-159
importance, 154
promotion, 212
Technology, usage, 220, 222-223
Telephone conference calls, 99
Ten-foot rule, 78, 161, 181
Total quality management
techniques, 80
Tower, Wells, 58

Training/development, providing,
28
Truman, Harry S., 136
Trust, establishment, 154
Turnover
strategy, 159, 167-168
trends, clarification, 166
Twain, Mark, 73
Two-way communication,
importance, 151-152

U
Urgency, sense, 111-112
questions, 162
U.S. Department of Labor,
motivation.study, 76-77

A\
Values, czting, 35
Vende: partners, 80
Venagor partnerships, 220, 227
Vision
creation, 25-26
importance, 37
Volume producing item (VPI), 78,
187-189

w
Wal-Mart cheer, 133
Wal-Mart Discount Stores, 6, 18
competitive strategies, planning,
104-105
expectations, 11
go-go years, 57-58
stock splits, 52
Wal-Mart fanaticism, 134
Wal-Mart Supercenters, 6, 18
Wal-Mart World, 98
Walton, Helen
impact, 55
support, 45-46



Walton, Sam

background, 10

charisma, 135

communication style, 101-102

founding values, 82

goals/dreams, commitment,
24-25

introduction, 2-3

meetings, 102-103

merchandising philosophy,
105-106

mistake, 19

passion, 104-105

personality, 3, 18-19, 219

traits, 102-103

philosophies, 45

respect/consideration, 14,
142-143

retailing empire, growth, 14-15

sincerity, 35-36

values/beliefs, importance, 14

vision/determination, 13-14
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Waste, control, 211

What’s In It For Me (WIIFM), 69

Win-win process, 67

Work
completion. See Real work
environment, providing, 28, 165
load, increase, 207
meaning/purpose, 140
processes, 107, 111-115
standards, 45

Work ethic, 13, 37, 82-83
belief, 22
competitive advantages, 42-43
impact, 40, 241
legend, 43-44

Work group morale problems,

128129
Work£cice, potential, 57-58
Work-1i’e balance, 61

Y
Year-end evaluation, 170






