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Accomplishments:
celebrating, 221-222
of organizations, performers and, 21-23
Accountability. See also Accountability,
building individual
of leaders, 107-108
in leadership training program, 137
tracking method for, 208
in violating standards of behavior, 240
Accountability, building individual:
employee ownership benefits in, 183-190
helping staff achieve ownership in. o1,
195-197
owners vs. renters in, 19C-191
satisfied employees in, 145
setting expectations for craployees in,
193-195
transforming rerc21c into owners in,
191-193
Agenda, common, leadership variance and,
84
AIDET approach to service, 285-292
Alignment, instant, 71
Alliance for Health Care Research (AHCR), 79
Anxiety:
reducing, managing up and, 45-46
scouting report and, 47-48
Appearance, in standards of behavior, 243
Argyris, Chris, 199
Attitude, embracing “consider it done,” 155
Avalex Pillar Tools, 109-111
Awards, employees and, 29

Bailey, George, 143
Baptist Hospital, Pensacola, Florida, 39
Bright Ideas Program implementation at,
201-202
focus on employees’ wins, 228-229
hero recognition at, 227-228
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Behaviora!-based questions, in employee
selection, 178-179
Behavior(s) See also Standards of Behavior
aligning with goals and values, 62,
105-122
leaders and standardizing, 81-84, 86
measurement aligns with, 90-91
recognized, 212
Best practices, harvesting, 154-155, 158
Blame game, 35, 38
Blog of Studer Group, 172
Bosses:
employees and, 46-47
sending regular notes to, 48
Branding, 75-77, 87
Bright Ideas Program:
at Baptist Hospital, 202
at Holy Cross Hospital, 201, 205-206
steps for implementing, 204-208
Building emotional bank account,
employee satisfaction and, 148

Cascading exercise, 111-113
Celebrations, group, encouraging, 221, 223
Challenging leaders, 68
Change:
of reward/recognition, 214-216
values driving, 58
Cleveland Clinic Foundation, 204, 255
Coach, as step process with middle
performers, 15
Collins, Jim, 96
Commitment:
to excellence, 61
to purpose, 58
Communication:
of Bright Ideas Program, 204, 208
double loop, 200
between employees, 49

299



JWPRO034-ind

JWPRO034-Studer

September 5, 2007

17:48 Char Count=0

INDEX

Communication (Continued)
in leadership evaluation, 113
in leadership training program,
135-136
poor, 154-155
ranking staff by, 9, 10
in Standards of Behavior, 244
Competence, ranking staff by, 9, 10
“Consider it done” attitude, embracing,
155-156
Consistency with reward/recognition,
221-222, 223
Conversations:
with high performers, 11-14, 23-24
with low performers, 17-20, 23
with middle performers, 14-17
Co-workers, managing up, 45-46
Creating the New American Hospital: A Time
for Greatness (Sherman), 63
Credibility with employees, establishing,
153-154, 158
Criticism, leaders and, 68
Culture:
building to challenge leaders, 68
creating shift in, 46-50
of excellence, creating, 66-67
Curriculum, in leadership training
program, 135
Customer-driven service, 252
Customers. See also Customer satisfaction;
Rounding on customers
AIDET approach and, 285-292
employees and, 146
finding difference makers through,
229-230
handoff of, 43-46
low performers and, 7-8
pre- and post-custome:-visit <alls and,
253-254
reducing anxiety of, 448
service to, 247
Customer satisfaction:
employee sati:faction and, 146-147
handoffs and payoffs and, 43-44
providing personal service and, 289-290
role of organizations in, 290-292
selling expensive products and, 288-289
services of companies and, 96-98

Decision Matrix, 177, 178

Deep impact rounding, 276-278

Deming, W. Edwards, 107

DESK (describe, evaluate, show, know)
approach, 17-20

Development of leaders, 124-126

Diagnosing employee satisfaction, 148-149

Differentiating Staff Worksheet, 8-10

Double loop communication, 200

“Double Loop Learning in Organizations”
(Argyris), 199

Eddy, Buz, 237
Efficiency, standard of behavior for
improving, 238

E-mail to employees, “What’s your What?,”
168
Emotional bank account building,
employee satisfaction and, 148
Employee attitude surveys, conducting,
38-39, 46
Employee of the Month (EOM), 221-222
Employee retention:
critical key to, 126-129
key question for, 151-153
Trump Organization and, 184-185
Employees. See also Accountability,
building individual; Employee
retention; Employee satisfaction;
Employee selection; Hiring employees;
New employees; Rounding for
outcomes
bosses and, 46-47
communication between, 49
empowering, 155-15¢. 159, 160-170
financial performance and, 99-101
helping connect th: dots, 68-72
helping deveicp keywords, 48
rounding for outcomes and, 25-33
terminaticn und firing of, 9-10, 21
turnover of, 25, 93, 94, 126
Employee satisfaction:
hul ding blocks of, 145-147
~motional bank account building and,
148
power of, 145
purpose of company and, 143-145
solid foundation and, 61
ways to get started, 147-157
Employee satisfaction survey, 149-151, 168
Employee selection:
first 90 days after, 174-175
method for hiring new staff, 85
overview of, 171-174
peer interviewing skill for hiring,
175-176
step-by-step process of peer interviewing,
176-179
as strategy in transforming employees,
192
30- and 90-day new-employee meetings,
179-184
Employee survey rollout, step-by-step guide
to, 149
Employees’ what:
application of the principle to all,
162-163
knowing, 163
overview of, 161-162
pursuing, 168-169
story about, 164-167
Employee tracking log, 11, 23
Empowerment of employees, 155-156, 159
Environment, supportive, creating, 67-68
EOM. See Employee of the Month (EOM)
Evaluation:
align process, leadership variance, 84
of staff performance in organizations,
8-10
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Evidence-based leadership, 27, 33
Excellence:

commitment to, 61

perfection vs., 73

Pillars of (see Pillars of Excellence)

Feedback system, developing written,
49-50
Finance:
as pillar of excellence, 63-66, 110
various levels and, 99-101
Finance leaders, leadership variance and,
77-78
Financial transparency, organizations and,
99-101, 103
Firing employees, 21
Flywheel, organizational, 57-58, 72
Ford, Henry, 278
Ford Motor Company, 278
Foundation building:
basics of, 55-57
Five Pillars of Excellence, 62-68
helping employees connect the dots,
68-72
organizational flywheel and, 57-58, 72
prescriptive to-do’s in, 60-62
principles for, 61-62
results and, 62
self-motivation and, 58-60
steps to creating supportive
environment, 67-68
Fry, Art, 203

Goals:
aligning behavior with, 62, 105-12*, 239
cascading, leadership evaluation too:
and, 111-113, 121
leadership and, 69-70
setting for Bright Ideas Prcgiam, 204, 208
Good to Great: Why Some¢ Corapanies Make
the Leap . .. and OiaersDon’t (Collins),
96
Greeting and inteiacting, in standards of
behavior, 242
Growth, as pillar of excellence, 63-66, 110

Hackensack University Medical Center,
255-257
Handoffs and payoffs, managing, 43-46
Hardwired system, for recognition, 220
Hardwiring Excellence: Purpose, Worthwhile
Work, and Making a Difference (Studer),
126
Hero recognition, power of, 227-229
High performers:
conversations with, 10-14, 22
percentages in organizations, 20-21
performance gap with low performers,
7-8
problems and, 9
questions of, 13
Hiring employees:
impact of selection and first 90 days,
174-175

peer interviewing and, 175-176
step-by-step process for peer
interviewing, 176-179
as strategy in transformation, 192
30- and 90-day new-employee meetings,
179-185
Holy Cross Hospital:
Bright Ideas Program at, 200-201,
205-206
group celebration, 221
hero recognition at, 228-229
patient survey, 189-190
Hot Topic, 43

IBM (International Business Machines),
63-64, 136
IEPs. See Individual education plans (IEPs)
Improvement, measurement and, 89-103
Individual education plans (IPs), 116
Information, leaders and. 26
Instant alignment, 71
Insurance, 59-60
Intellectual capitai, harvesting:
basics of, 196291
implemep+ing 3right Ideas Program,
204-202
moving oeyond suggestion box, 201-208
3M trigat idea, 203
treining leaders and, 201-204
It's a Wonderful Life (movie), 143-144

jazwick, Liz, 82
Jones, Dori, 236

Key words:
AIDET approach to service, 285-292
benefits of, 281-284
helping employees develop, 48
for patients and families in emergency
department, 79
power of, 246-247
for pre- and post-customer-visit calls,
260-264
Key Words at Key Times:
benefits of, 281-284, 293
developing, 284
as successful business philosophy, 247
when providing personal service, 289-290
when selling an expensive product,
288-289
when the company drops the ball,
290-292
Knowledge, ranking staff by, 9, 10

LDIs. See Leadership development
institutes (LDIs)

Leaders. See also Employees’ what; Leaders,
creating and developing; Training
leaders

accountability of, 107-109

building passion and purpose, 55-73

low performers as, 5-6

managing up to improve performance,
35-51
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Leaders (Continued)
monthly progress report, 114, 115
90-day plan, 114, 115-120

objective evaluation system for, 105-107,

120
return on investment and, 101-103,
104
rounding for outcomes and, 25-33
senior, financial matters and, 100
termination of, 9-10
the what in empowering employees,
160-170
Leaders, creating and developing. See also
Leaders training
development of, 124-126
employee retention, 126-129
leadership development institutes,
132-137
principles for, 129-132
Leadership competencies, 127
Leadership development institutes (LDIs),
132-137
Leadership evaluation tool:
key to, 109-111, 120
rolling out, 111-113
Leadership variance:
consistency equals sustainable results,
78-80
finance leaders and, 77-78
leaders and standardizing behavior,
81-84
organizations and, 75-77
reducing, 84-86, 87
transformation process, 85-86
Leaders training, 201-202
curriculum for, 129
evaluation of, 113
necessity of, 16-17, 123-124
to respond to bright ideas, 205
Letter-of-the-law approach, 273
Listening, in Stand.rac.of Behavior, 244
Logistics, in leaderchip training program,
136
Low performers:
conversation with, 17-20, 23
customers neglect by, 7-8
employees and, 29
in organizations, 3-5
percentages in organizations, 20-21
shapes and sizes of, 5-6
teams and impact of, 154
Loyalty factor, 247

Making a difference, in organizational
flywheel, 58
Managers:
employees’ requirements from, 27-30
frontline, financial matters and, 100
role in customer satisfaction, 290-292
Managing up:
art of, 40-43
creating the cultural shift and, 46-50
handoffs and payoffs, 43-45, 50
to reduce anxiety, 45-46

tasks and benefits of, 35
the we/they phenomenon and, 35-36,
37-40
Measurement 101:
employee turnover and ripple effect, 94
financial transparency as new value,
99-101, 103
frequency of measurement, 94-96, 103
helping people understand metrics, 98-99
measurement aligns behavior, 90-91
measurement and improvement, 92-93
moving 4s to Ss, 96-98, 103
overview of, 89-90
for process improvement, 91-92, 95
return on investment, 101-104
Middle performers:
conversation with, 14-15, 22
percentages in organizations, 20-21
performance gap with-lovr performers,
7-8
Mistakes and punishine 1t, 68
Money, leadership de7elopment and, 125
Monthly progres: report, 114, 115

New emplayees:
activity in orientation of, 71
selectior: method for hiring, 85
200 aind 90-day meetings with, 179-185
9(-dey plan, 114, 116-120
“No-excuses” policy, 67
Notes, sending to bosses, 48

Objective evaluation system, 105-106, 120
Objective measurement, in organizations,
89
Organizational change, leadership training
and, 130-132
Organizational excess, process for
achieving, 86
Organizational flywheel, 57-58
Organizations. See also Leaders; Purpose
aligning behavior with goals and values
in, 105-122
assessing current status of, 90-91
financial transparency and, 99-101
hardwiring strategic direction of, 65
information and time in, 26
monitoring progress in, 114-120
moving to the next level in, 3-24
objective measurement in, 89
percentages of different performers in,
20-21
providing tools for employees in, 155
returning to sense of purpose in, 120-121
Oversight committee, establishing to
rescue bright ideas, 206-208, 209
Ownership, in standards of behavior,
244-345

Passion, leaders and building, 55-73
Peer-interview certified, 175
Peer interviewing:
as skill for hiring right people, 175-176
step-by-step process for, 176-179
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Pensacourt Health, Racquet & Fitness Club,
241-245
People, as pillar of excellence, 63-66, 110
Peoples First Community Bank, 247
Performance. See also Managing up
areas of, 9
gap of, 7-8
management of, 193
performers and, 3
reward/recognition and, 215
of staff, ranking, 8-10
staff and drivers of, 25-27
Performance review, of employees, 106-107
Performance standards, 176-177
Performers, high. See High performers
Performers, low. See Low performers
Performers, middle. See Middle performers
Personal connection, making, 30
Personal service, providing, 289-290
Phelps Group, 24
Physicians’ preferences, 272
Pillars of Excellence:
department’s goals alignment with,
109-111
organizations and, 62-68
Positioning:
Key Words at Key Times and, 283
of product and employees, 42
Post-It Notes, 203
Pour Your Heart Into It: How Starbucks Built a
Company One Cup at a Time (Schultz
and Yang), 236
Power:
of hero recognition, 227-229
of reward and recognition, 217-21¢&
of satisfied employees, 145
of words, 282
Pre- and post-customer-visit caiis:
benefits of, 251-253
common questions about, 258-260
customer service ar: 1 1he bottom line,
254-257
developing keyvrords for, 260-264
exceeding customer expectations,
253-254
technique for all types of business,
257-258
Preference cards, 271-272, 275
Prescription, successful leaders and, 62
Prescriptive to-do’s, 60-62
Process for reviewing, Bright Ideas Program
and, 204, 208
Product positioning, 42
Products, selling expensive, 288-289
Professional conduct, in standards of
behavior, 242
Professional development:
employees and, 29
as requirement from managers, 29
Professionalism, ranking staff by, 8-10
Program for recognizing heroes, 230
Progress, monitoring, 114-120
Promotions/participation, in standards of
behavior, 244

Public address announcements, standard of
behavior for, 238
Punishment, mistakes and, 68
Purpose:
of company and satisfied employees,
143-145
employee satisfaction and, 145-147
foundation building and, 55-73
of organizations and employees, 127

Quality, as pillar of excellence, 63-66, 110
Questions:
about pre- and post-customer-visit calls,
258-260
after few days of training, 35-37
of high performers, 13-14

Random rounding, 273-274
Recognition system, puttirg 12 writing, 221
Recognize/reward. See al<, Recognizing
difference makers
basics of success, 211-214
change of, 214216
hardwiring thank you notes, 217, 218-220
of high-pezfarnier employees, 31
impact o1 small prizes, 214
for.innuvaiion, 205, 209
leaders"resistance to, 216-217
overview of, 211-214
power of, 217-218
1s requirement from managers, 29
scheduling and implementing, 221-223
WOW award, 212-214
Recognizing difference makers:
finding, 229-230
overview of, 225-227
power of hero recognition, 227-229
Recruiting high performers, 11-14
Relationship rounding, 274-275
Rembis, Mike, 28-29
Respect, in standards of behavior, 241
Restaurant industry, 42
Results:
of employee satisfaction, 150
flywheel and, 62
Results-oriented companies, employees in,
70
Results-oriented leaders, 146
Retail stores:
key words of, 283
random rounding for, 273-274
Retention of employees, 126-129, 151-153,
184-185
Return on investment, 80, 101-103, 104
Reward. See Recognize/reward
Ripple effect, employee turnover and, 94
Roosevelt, Franklin D., 156-157
Rounding for outcomes:
of good performers, 220
leaders and, 147-148
method and skill of, 25-27
reasons for, 27-30
Rounding 101, 30-32
successful, tips for, 33

303



JWPRO034-ind

JWPRO034-Studer

September 5, 2007

17:48 Char Count=0

INDEX

Rounding log, 31, 220

Rounding on customers:
benefits of, 278-279
deep impact rounding, 276-278
gathering information, 270-272
importance of asking, 269-270
random rounding, 273-274
relationship rounding, 274-275
technique of, 267-269

Rounding relentlessly, employee

satisfaction and, 148

Safety awareness, ranking staff by, 9, 10
Scheduling reward/recognition, 220-222
Schultz, Howard, 236-237
Scouting reports, 30, 46-48
Self-motivation, 58-60, 86
Service, as pillar of excellence, 63-66, 110
Service culture, building. See also Standards
of Behavior
corporate culture and, 61
key words and, 246-247
loyalty factor and, 247
overview of, 235-237
tool for, 238
Zappos.com, 249-250
Service recovery key words, 291
Sherman, Clay, 63
Silver, Spence, 203
Single loop communication, 200
Skills, leaders and lack of, 16-17
Social theme, in leadership training
program, 136
Spirit-of-the-law approach, 273
Staff:
drivers of performance of, 25-27
evaluating performance of, 2-10
financial performance aria,+01
leaders and selection of, 174-175
low performers, percentage of, 15
ranking performence of, 8-10
Staff meeting atteridasice/participation, in
Standards o Behavior, 243
Standardized process, development of, 86
Standard of the Month, creating, 240
Standards of Behavior:
creating, 239-245
power of key words, 246-247
reason for working, 245
sample of, 241-245
Studer Group and, 238
Starbucks, 236-236
Studer Group:
blog of, 172
Standards of Behavior, 238
web site of, 178
Subtraction is addition, in organizations,
20-21
Suggestion box, moving beyond, 201-208
Support, as step process with middle
performers, 14-15
Support—coach—support process, middle
performers and, 14-15

“Taking You and Your Organization to the
Next Level” seminars, 37, 77
Tasks explanation, as strategy in
transforming employees, 192-193
Teamwork:
effects of, 39-40
ranking staff by, 8-10
Tenacious, meaning of, 5
Terminating employees, 9-10, 21
Thank-you notes, 217, 218-220, 223
3M, 203
Time, leaders and, 26
Tools and equipment:
companies providing, 155
as requirement from managers, 28-29
Tracking method for accountability, 208
Training leaders:
in basic competencies, 85
lack of training, 16-17, 3¢-37
in organizations, 129-.152
questions after few days of training,
35-37
to respond te tright ideas, 201-202, 205,
209
Transparenc
with zirpluyees, 156-157, 159
in f nancial matters, 99-101
Tran:savency/sharing of information, as
sirategy in transforming employees,
192
‘iIrump Organization, retention of
employees at, 184-185
Trust with employees, 156-157, 159
Truthfulness with employees, 156
Turnover of employees, 175, 184-185

Value domain, 123
Value(s):
aligning behavior with, 62, 105-122
as requirement from managers,
27-28
Variance, 80, 81, 87
Vulnerability, leaders and, 67-68

Wall Street Journal, 22
Watson, Thomas J., 138
Watson Wyatt, 127-128
Web site, Studer Group, 178
We/they phenomenon, in managing up,
35-36, 37-40, 50
“What you permit, you promote,” 82-83
Whibbs, Vinnie, 28
Wiley, Ralph, 188
Workplace:
cultures, managing up and, 42
top incentives, 220
Worthwhile work, in organizational
flywheel, 58, 59-60
WOW awards, 212-214
Written departmental feedback systems,
49-50

Zappos.com, 249-250
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