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Best Practice #1: Build Trust



Competence

Character

Benevolence

Character

Adheres to a set of principles
Actions reflect values
Clear motive and intentions

Competence

Relevant skills & capabilities
Get results
Performance on the job

Benevolence

Want to do good for others
Demonstrate respect & caring
Protect others’ interests

Resource: Mayer, Davis & Schrooman, 1995



positive team
relationships

improved
work quality

work through
disagreements

job
satisfaction

positive
opinions
of leader

goal
focused

high
performance

innovative
behavior




1s the opposite of trust.
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Change
Uncertainty

Inconsistency
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positive attitudes

open
communication

positive
reputation

less resistance
during change

employee
commitment

results focused

enhances
cooperation

department
stability

innovation




Make & Keep Commitments
Communicate Goals & Reasons
Seek & Implement Feedback
Sever the Grapevine

Plant the Seeds for Change

Rate yourself, based on your current use of each strategy, using the scale.

1 =rarely 2 = lessthanlcould 3= never considered it
4 = more times than not 5 = almost always



Good leaders create a vision, articulate the
vision, passionately own the vision, and

relentlessly drive it to completion.
Jack Welsh



A target to aim the organization’s energy
and resources on

What 1s 1t?
Clear
Short
Reactive
Flexible
Energizing



Thematic Goal: a single overriding theme that
remains the top priority of the entire team for a
glven period of time.

Bridges vision and work objectives

(example) To position FAS as one of the remaining
successful organizations in the industry during the
economic downturn.

from The Table Group, Patrick Lencioni



"What is the single most important thing that
we must get done this period in order for us to
succeed?"

"If we don't accomplish , We
will have failed.*

"If we do not , our
organization will suffer significant risk."
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Work with passion

Feel a profound
connection to their
organization

Believe they can impact
customer service & costs
Fully involved in their
work

Use their talents
Develop productive
relationships
Consistently perform at
high levels

Are negative in what they
say and do

Resistant to change

Do enough just to get by
Focus on accomplishing
a task rather than
achieving an outcome
Unhappy at work

Rarely take initiative

Say critical things about
the organization



Engagement Outcomes

86 percent higher success rate on customer satisfaction
10 percent higher success rate in productivity
44 percent higher success rate in profitability

18 percent higher success rate in safety ratings

Gallup: Coffman & Conzalez-Molina “Follow This Path” (2002)
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