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Should I Hire a Career Coach? 
Pros and Cons of Career Coaching for Job Seekers

What is Career Coaching? 
Career coaching is designed to help you define your career 
goals and devise an effective strategy to meet those goals.  
Your career coach may offer one or more sessions to answer 
your questions and provide guidance. Although career 
coaching was a service for traditional college students,  
it has proven to serve as a useful resource for professionals  
of all ages, industries, and backgrounds. 

Why Should I Consider Career Coaching? 
Career development is a lifelong process, especially in 
today’s job market. In 2018, the Bureau of Labor Statistics  
reported that the average person changes jobs up to 12 
times (often more for some millennials and members of  
Generation Z). 

If you’re reading this, 
then career coaching 
is for you!That’s right –  
whether you’re new 
to the workforce,  
re-entering the work-
force, or making a  
career change, career 
coaching is a great  
way to help you figure 
out the next steps in  
your career.

By Kaila Kea-Lewis



www.PremierRapport.com                                                                                                                                  Culture Matters  |  2  

If you find yourself in the midst of  
a career transition, you my find it 
useful to have a trusted service 
provider to support you along the 
way. Not to mention, job seekers 
and career changers who engage 
the services of a qualified career 
coach are more likely to develop 
stronger resumes, excel in interviews, 
and get a stronger response from 
prospective employers. 
Should I Hire a Career 

What are the Pros and Cons of Career Coaching?

Pro: Increased confidence.  
Quality career coaching is sure to 
boost your confidence! The cus-
tomized guidance you receive  
will empower you to highlight  
your best skills and stand out  
to employers. 

Pro: Updated industry knowledge. 
Career coaching is a great way 
to find out more about the job  
market and how you can  
navigate it properly. You can  
also learn about best practices  
for job searching in your industry. 

Pro: Objective advice. Although your 
career coach should be supportive 
and encouraging, they should also be 
truthful about how to improve your re-
sume, cover letter, interview strategy, 
and other key areas. Their objective 
advice could be just what you need 
to take the right step in your career.

Con: No more complacency.  
Following your career coaching  
session(s), you should feel more 
proactive, prepared, and resource-
ful. You won’t have any excuses  
for not putting your best foot  
forward! 

Con: Requires time and focus.  
Career coaching is a collaborative 
process that requires you to be  
just as committed as your coach. 
However, you will find the invest-
ment in your career success to  
be worthwhile! 

Con: Finding the right fit. As with 
any good service provider, finding 
the right fit for you and your needs 
can take time. To combat this con, 
review client reviews or ask trusted 
friends or colleagues for recom-
mendations.
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Coach? Pros and Cons of Career 
Coaching for Employers 
One major misconception of career coaching  
is that it is targeted toward individual job seekers. 
However, employers may find themselves seek-
ing a career coach as well. Employers can  
engage the services of a career coach for  
their team members, whether they are current 
employees seeking advancement or displaced 
workers in need of outplacement services. 

How Can Employers Utilize Career 
Coaching for Employees? 
Career coaching is useful during team building, 
training, and other activities that involve goal-
setting. Employers can also seek career coach-
ing services for their employees during out- 
placement, which is designed to help laid off 
or terminated workers find new employment. 

Why Should I Consider Career  
Coaching? 
Career coaching is central to outplacement, 
which is projected to grow rapidly over the next 
seven to ten years. Industry experts predict that 
displaced workers will not only embrace out-
placement in the new decade but expect their 
employers to provide career coaching services 
that enable them to transition out of the organi-
zation with ease. With strategic planning and 
useful feedback from your HR department,  
you can add career coaching services to  
your company’s severance packages. 

Further, you can customize career coaching  
to your team’s needs by hiring an in-house 
coach, contractor, or consulting firm of career 
coaches. 

What are the Pros and Cons of Hiring a Career Coach for your Employees?

Pro: Future employee referrals.  
When you provide your employees 
with support services after a layoff,  
you increase the chance that they  
will refer their peers and industry  
contacts to your organization. 

Pro: Increased employee  
productivity. Employees who have  
a greater understanding of their  
role and how it fits into their career 
plan are more likely to work harder 
and produce quality work. 

Pro: Higher employee morale.  
Providing your employees with a  
career coach who can aid in  
professional development is sure  
to help them feel better supported, 
appreciated, and valued.

Con: Related fees. Career coaches 
provide a range of professional serv-
ices – pricing usually varies based on 
the services offered and the contract 
period (unless you hire an in-house 
coach). Review your company’s 
budget to ensure that you can fund 
career coaching services. 

Con: Finding the right fit. Just like job 
seekers, you’ll have to find the right 
match. Once you consider your em-
ployee’s needs, find a vendor whose 
service offerings match your needs. 
You may find the right fit in a staffing 
agency, consulting firm, or independ-
ent contractor who provides career 
coaching services. Vet at least three 
viable options – ask for references or 
client reviews to make your selection.
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Maybe the real treasure was the flaws  
we learned about along the way

By Kaila Kea-Lewis  •  www.inhersight.com

To learn more about self-awareness at work,  
InHerSight spoke with Shelley Smith, a work- 
place culture expert and founder/CEO of  
Premier Rapport, a well-established consulting 
firm that offers executive coaching services. 
Smith’s take on boosting self-awareness and 
making it work for you is bound to change  
your outlook on career and personal success. 

What is self-awareness? 
Self-awareness can be hard to define, but it all 
comes down to understanding who you are, 
what you value, and how you interact with  
others. Smith defines self-awareness as a great 
understanding of your “personal hardwiring.”  
She says that a cornerstone of self-awareness  
is “knowing your triggers and having the ability  

Kaila Kea-Lewis is a small business owner, career coach, and writer who focuses on all 
things career development. 

When someone raises the topic of self-awareness, they are usually talking about personal  
relationships. While it's true that self-awareness is vital to healthy interpersonal bonds, the benefits  
of self-awareness also extend to the workplace. Research has shown that employees with high  
self- awareness make stronger leaders with greater chances for career advancement. Boosting  
your self-awareness usually starts with self-assessment, so if you find yourself taking quizzes to  
evaluate your own self-awareness or chatting with other women about getting in tune with your 
feelings and behaviors, you’re on the right track!

How to Become More Self-Aware
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to adjust, pivot, or simply set your needs on the 
shelf to best motivate others in order to achieve 
your goals.” In 2019, a study conducted by In-
HerSight concluded that 73 percent of women 
want to change careers—an endeavor that  
is much easier when you are aware of the  
professional strengths you possess.  

Why is self-
awareness  
important? 
Self-awareness en-
ables women to 
lead more fulfilling lives and careers, which most 
women can agree is a lifelong priority. Smith 
says boosting your self-awareness is also impor-
tant because it allows you to gain perspective. 
“Without self-awareness, you only see and act 
through your own lens versus others,” she says. 
“Your respect factor may be off; your uncon-
scious bias may be on when you are unaware 
of your own view let alone others.” 

What’s more, women who are more self-aware 
are able to manage their feelings and behav-
iors, which is beneficial in personal relationships. 
Employees who maintain healthy relationships 
with friends, family members, and romantic part-
ners are more likely to have fewer distractions at 
work, better support systems, and a stronger 
drive to excel in the workplace. 

How can you boost your  
self-awareness? 
Once you understand what self-awareness is 
and why it’s important, explore some practical 
ways to increase it. One way is to seek feedback 
from trustworthy friends or mentors. Whether you 
find yourself engaging with like-minded profes-
sionals in your network or exploring InHerSight’s 
community of women, you can assess your  
own thoughts, feelings, and opinions by talking 
to other women. In turn, you can enhance your 
own personal reflection, which is critical to self-
awareness.  

Smith’s advice? Assess your strengths and weak-
nesses. “Take a scientifically proven behavioral 
assessment like the Predictive Index.” Smith,  
who administers the Predictive Index to help 
company leaders analyze and enhance the 

strengths of their employees, knows first-
hand how useful self-assessment can be. 
She also suggests taking the EQi assess-
ment, which measures your emotional in-
telligence. These assessments are 
designed to give you further insight into 
your own behavioral patterns and help 
you boost your self-awareness.  

Smith also suggests getting an executive 
coach. Executive coaches are qualified to help 
you become more self-aware, set goals, and  
devise strategies to enrich your life and career.  

You can also improve your sense of self by  
remembering that self-awareness is a skill. Like 
any other skill, self-awareness must be devel-
oped over time. Take advantage of personal 
and professional opportunities, such as work-
shops, journaling exercises, and leadership  
programs, to become a more mindful version  
of yourself. Keep in mind that, even as you  
succeed in your life and career, you will  
occasionally experience setbacks. “Even  
though I may stumble, being more self-aware 
allows me to better listen, engage, collaborate, 
create, pivot with grace, stop assuming, and 
lowers my frustrations and stress,” Smith says. 
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Continued from Page 6 – How to Become More Self-Aware

How can I use self-awareness as a 
tool in my life and career? 
One of the coolest things about increasing your 
self-awareness is that you can be of service to 
other women. “Self-awareness isn't an ego 
thing,” Smith says. “The more you understand 
yourself, the greater your awareness is to lean 
into others' needs with grace.” She adds that 
greater self-awareness leads to “greater respect, 
greater influencing ability, greater intentionality, 
greater achievement of goals.” As you get to 
know yourself, you empower other women to  
do the same. Take note of the strategies that 
have worked for you in becoming more self-
aware; share those strategies with women you 
mentor, network with, and talk to in personal  
and professional settings.  

If you've taken a self-assessment within the past 
year, retake it and interpret your results. If you 
have any trouble, consult a career coach,  
executive coach, or mental health professional. 
Once you have a clear interpretation, note 
some conclusions you can make about your 
personality, motives, and behavioral patterns. Be 
prepared to talk about your findings in interviews, 
during networking events, and social gatherings. 
Self-awareness as a tool is only as effective as 
you make it, so be proactive in getting to know 
yourself. After all, the relationship you have with 
yourself is the longest and most important  
relationship you'll ever have.  n

Unlike the sudden shutdown, reopening may 
happen gradually and with various caveats, 
such as wearing masks, moving work spaces  
further apart and checking employee tempera-
tures at the beginning of the work day. Regard-
less of what government and health guidelines 
require or suggest, now is the time to prepare  
for doing business in the new world of coron-
avirus, which likely will be with us for many 
months – or perhaps years – to come.  

As you plan for re-entry, evaluate your current 
practices during the shutdown and consider 

which are applicable when you re-open. Create 
workflows that consider the following questions: 

Is Your Business Ready 
FOR THE POST-SHUTDOWN ‘NEW NORMAL’?

If you lived through the trauma of 9-11, you know that the way we do some things – 
such as travel – changed forever. The reality of doing business post-COVID-19 

will be no different, and its reach will be far more impactful. 



?
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Question to Ask Yourself and Team 
1) What changes have the virus forced  

upon you? 

2) What processes are you doing differently? 
Which are working? Why? Which are not 
working? Why not? 

3) How is the virus and shutdown affecting 
each product or service? Are there special 
considerations for some and not others? 

4) How are you communicating with employ-
ees? Is it the same? Different? Better? 
Worse? 

5) How are you keeping your team engaged 
and motivated?  

6) What is causing your and your team’s 
stress? How are you handling it? 

7) What innovations has your team devel-
oped during the crisis that could be  
implemented post-shutdown?  

8) How well have you – and team members – 
handled change? Have new “stars” 
emerged who showed greater leadership?  

9) Has remote working been a positive experi-
ence? Should you continue it at some level 
in the future? 

10) Has providing flex-time hours been a posi-
tive experience? Should you continue it? 

Working through these questions and develop-
ing new “rules” for each scenario will help you 

anticipate your business life in the future.  
Depending on the size and type of business, 
you may need to consider different procedures 
for each division, department or individual  
employees.  

Once you have evaluated your situation and 
developed your plan for the various scenarios, 
you may want to consider reopening your busi-
ness in phases on a priority basis. Here is one 
possible re-entry schedule: 
 
3 Phases to Work Through 
• Phase One: Return employees onsite who 

aren’t able to effectively or efficiently work  
remotely because they don’t have all the 
necessary tools or need to be more closely 
managed. 

• Phase Two: Employees working well from 
home are returned onsite as needed and 
work on a flexible schedule. 

• Phase Three: Employees working extremely 
well at home can continue working remotely 
longer, or they may never need to come 
into the office daily.  

While this unplanned shutdown has been 
painful and will require us to work differently, it  
is providing an opportunity to reassess business 
practices and make changes that will create  
a more positive company culture. With the right 
changes, your team can become more pro-
ductive, and your business can become  
more profitable.  n 

For More Information 
Shelley Smith is a company culture curator, author and president of  

Premier Rapport. www.premierrapport.com  Culture isn’t built in a day; it’s built every day.
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What Quarantine Can Teach Us 
About Sales

By Susan Mann, Compass Sales Advisory

We’re never going back to 
what we thought was “normal”. 
Recent global events upended almost 
everything we thought of as “normal”. 
Personal routines, family dynamics, budg-
ets, colleague interaction, workflow, and 
entertainment options have all changed. 
For some, adapting to the new world of 
“social distancing” and work from home 
proved difficult and frustrating. Others 
found this transition to be freeing: an  
opportunity to innovate and better  
leverage their strengths.  

Having spent much of my career 
working with a team scattered across 
the country and around the globe, I 
am used to working remotely, but this 
felt different. As the world has been 
adapting to new routines in our 
households, with our friends, our  
colleagues and our customers,  
there are some secrets we can  
learn through this about sales.

C
O

RO
N

AV
IR

US

Having a plan in place will enable your team to act quickly and decisively.
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After the first few weeks of quarantine, the men-
tal strain started to show up in unexpected ways. 
This new way of working left many people feeling 
detached, disengaged, and isolated. Psycholo-
gists refer to an “unpleasant state” that emerges 
after a period of social isolation. That’s not so  
surprising when you think about it -- relationships 
need to be fed! In our house, we adapted….  
virtual game nights playing charades, online 
happy hours, reconnecting with old friends and 
relatives, puzzles at the dining room table. But 
the same holds true in our business relationships 
with our customers – these relationships need to 
be fed, as well. Challenge your organization to 
find new ways to “feed” these relationships – 
new and different ways to communicate trans-
parently and with authenticity, to identify prob-
lems that need to be solved, and new ways  
to add value. 

One clear reminder emerged during this crisis: 
the basics can make all the difference. While we 
all have a newfound appreciation for the basics 
of toilet paper supply, that’s not what I mean. 
During this time of shelter in place, the idea of 
“getting back to basics” became a common 
theme. Handwashing became the norm. Neigh-
borhoods have been filled with people outdoors 
getting exercise or fresh air. Families have had 
more time to gather at the family dinner table. 
Sales of books and puzzles have surged. Sales 
teams should also be using this time to get back 
to the basics of selling. These basics include: 

    • Getting very clear about your value 
proposition  – how you add value 

    • Refining your target market – who will 
your solution be of most value to 

    • Building a clear lead generation plan for  
how you’ll find new prospects 

    • Sharpening your ability to uncover unmet 
needs and overcome objections 

A sales organization that is sloppy about the ba-
sics will not recover quickly once the economy 
reboots. 

Having worked remotely from a home office 
long before it was fashionable or necessary, I’ve 
now mastered this. But working from home with 
everyone else also working from home took on 
new meaning. As the country went through a 
rolling lockdown, it seemed that everywhere you 
looked, there were articles and seminars about 
how to work from home effectively. There were 
new challenges to solve. How to manage online 
learning for kids? Workspace for everyone? Tele-
conferences and test taking at the same time? 
We needed a plan. The plan became part of 
the new routine. The same is true for businesses. 
A plan is needed, not just for the interim time 
period, but businesses need a well thought out 
plan for recovery. How have your customer 
needs changed? What new markets have 
emerged? Where can we leverage our strengths 
to bring new products or services to the market? 
Revisit your strategy and develop clear actions 
to address the changing landscape. Having  
a plan in place will enable your team to act 
quickly and decisively. Companies that do  
not plan the strategic side their recovery will 
continue to struggle. 

In the aftermath of the global pandemic, some 
businesses will suffer. Others will not just survive 
but thrive. Remember that WhatsApp, Venmo, 
and Uber were all started during the last eco-
nomic downturn in 2008 / 2009. What will you  
do to make certain you are ready for the  
coming tail wind?  n

Susan Mann is the Founder and 
President of Compass Sales Advi-
sory, where she works hands on 
with businesses to optimize their 
sales engine, drive growth and  
develop their leadership pipeline.
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My Son and Our Fish 
Reinforced Important Workplace Lesson

By Shelley Smith

We bought a pair of kissing fish two years ago. 
These fish are best in pairs and normally live 
many years. 

A few weeks ago, we noticed they had started 
losing their bright orange color and had white 
spore-like bumps on their mouths. I Googled the 
symptoms and read that these changes were 
normal and nothing to be alarmed about. 

And yet, one of the fish died — a premature 
death. What had we done wrong? Was it our  
environment? Our care? I realized that, just like 
those fish, great people — our employees — 
don’t always survive their teams, leaders and 
workplace environments, even when we have 
the best of intentions. 
 
MANAGING CHANGE 
Over the holidays, my youngest son and I  
decided to move our 100-gallon fish tank  

from our upstairs living room to our 
downstairs family room, 
thinking a new location 
might be healthier for the 

fish. I told my son he was in 
charge of the move, and I was 

his helper. It was a huge task, but 
we got it set up and filled the tank  

with fresh water, providing a nice, clean, new  
environment for the fish. 

Just then, we noticed the second kissing fish was 
lying sideways, barely breathing. My son placed 
the remaining six fish into the tank and the kissing 
fish into a bowl. I was ready to throw the fish out, 
but my son said he was going to put it into the 
tank overnight and see what happened. 

The next morning, my son went downstairs to turn 
on the tank light and feed the fish, and he found 
the fish upright, swimming and breathing as if 
nothing had happened. He texted me with the 
good news, and I was shocked and thankful. 

I immediately went into my leadership, culture-
thinking mode. I had been the one with no faith 
that the fish — the employee — would thrive in 
the new environment. The fish had become  
disengaged, just as employees often do when 
their worlds are upended. 

Once a vibrant team member, our fish had 
been working side by side with another strong 
kissing fish, then he was suddenly torn from his 
friend and familiar life by death and left behind 
to survive. Like an employee in an unfamiliar  
environment, the fish was not only left alone  
but its environment changed. 

Leadership lessons can be found in the most unlikely places — 
even in a fish tank.



BELIEVING THEY CAN ADAPT 
The fish had been suddenly placed in a new 
tank, similar to how employees are often moved 
to another department with a different man-
ager, new team and new role. But then my son, 
just like a team member or supervisor in the 
workplace, believed in him, knowing he just 
needed time and support to adjust. As a work-
place leader, do you toss out employees when 
they become less than engaged, or do you 
nurse them back to life with guidance, patience 
and faith? 

There are even more leadership lessons to be 
learned from this scenario. We didn’t have a real 
holding tank for the fish as recommended when 
moving fish. The right way to move them is to fill 
the tank and let it filter for several days before 
placing the fish in it. 

To place the fish in the new water, ideally you 
should place them in bags with the “old” water  
to allow them to adjust to the “new” water and 
environment without shock, causing death. In  
our case, it was only four hours from removing 
them from the tank, placing them in the holding 
bucket, and then moving them to the fresh water. 

I asked my son what the chance of survival for 
the fish was, and he said 60/40%, survival to 
death. The risk was greater to  
leave them in the 
bucket versus 
placing them into 
the new water 
without acclima-
tion. We took  
the risk. 

The option of 
doing nothing — 
leaving them in 
the bucket —  
was much worse 

than choosing the imperfect option, just as in 
business. I trusted my son as the project leader 
to tell me what to do and how to assist. I’m sure 
none of the fish would have survived under my 
supervision of this task. He was the right leader 
for the job, and it was time for me to take a 
back seat and follow. 
 
EMPOWERING EMPLOYEES 
In the workplace, we must do the same thing — 
empower leaders and trust their judgment,  
allowing them to shine, even when we know 
there is risk involved. This is the essence of  
creating agile work environments where team 
members develop leadership skills and bottle-
necks in production do not arise from inade-
quately qualified and trained staff. 

Your team members have ideas, knowledge 
and skills that they can contribute to the process, 
and, as a leader, it’s your role to nurture them to 
succeed. Not only will your job be made easier, 
but your team members will grow and become 
more satisfied with their jobs.  n 

Shelley Smith is a workplace culture consultant, CEO of 
Premier Rapport and the author of six books. For more 
information, visit PremierRapport.com.

www.PremierRapport.com                                                                                                                                Culture Matters  |  12  

Your team members have ideas, 
knowledge and skills that they 
can contribute to the process, 
and, as a leader, it’s your role  
to nurture them to succeed.
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The world is changing faster than ever and the 
last couple of months are living proof.  We are  
all having our resiliency muscle tested.  While  
we prepare to “re-open” how do we recover 
and bounce back from this adversity and  
hardship feeling stronger and more capable?    

First, let’s look at what the research says about 
the five most common factors of resilient  
people:  

1) They are resourceful and have good 
problem solving skills 

2) They are more likely to seek help. 

3) They hold the belief that they can do  
something that will help them manage  
their feelings and to cope. 

4) They have social support available to 
them. 

5) They are connected with others, such  
as family and friends. 

What I find so interesting about the list above is 
the external factor.  It’s not about doing it alone 
or having all the answers.  It’s knowing your re-
sources, what’s available and being vulnerable 
enough to ask for help.   Leaning into others.  It’s 
a tough concept to get our heads around when 
so many of us have been told to “figure it out”, 
asking for help is a sign of weakness.   

The first step to being more resilient…. Taking 
better care of yourself. When we take better 
care of ourselves we increase our ability to  
cope with stress, illness and change. 

Below are a few ideas to help increase your  
resiliency muscle. 

 

 

 

 

How to STRENGTHEN 
Your Resiliency Muscle

For the past couple of years resiliency has become 
a core competency for everyone, particularly for leaders.

The first step 
to being more resilient….  

Taking better care of yourself. 
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Get enough sleep. What can you do to con-
serve energy? Get between 7.5 and 8.5 hours  
of sleep each night. Set a regular sleep sched-
ule, even on weekends. Disconnect — don’t  

bring devices into the bedroom. Create a relax-
ing environment that’s dark, cool, and quiet. 

Prioritize exercise. What can you do to increase 
your physical energy? During the workday, get 
up and move every 90 to 120 minutes. Suggest 
a walking meeting. Climb stairs instead of taking 
the elevator. 

Play brain games. What can you do to over-
come mental fatigue and exhaustion? Learn 
anything new. My husband and I have gotten 
back to jigsaw puzzles as a positive distraction 
and brain challenge.    

Control your emotions. What can you do to be-
come more conscious of emotional triggers? 
Figure out who and what pushes your buttons. 
Step away, slow down, or enlist an ally to help 
you control your reactions and choose your re-
sponse. Permission to Feel by Marc Brackett has 
written a great book on unlocking the power of 
our emotions in order to thrive.  

Enhance social connections. What can you do 
to create more meaningful and productive rela-
tionships? Ask a colleague for advice, give posi-
tive feedback, or share something you recently 
learned about yourself.   My colleagues and I 
have started a virtual book club (how I found 
Permission to Feel), great place to connect  
and discuss concepts from the book.  n 

 

 
Sandra is the CEO for 
Achievements Through 
Coaching based in 
Santa Ynez, CA. San-
dra’s focus is designing 
and delivering cus-
tomized leadership pro-
grams for managers 
and executives.  
Trained by Dr. Brené 
Brown, Sandra is a  
Certified Dare to Lead™ 
Facilitator. Please reach out if you would like to learn 
more about building a resilient workforce or how to 
bring Dare to Lead to your organization. 

 Samples of Culture Playbook Pages to Get Your Creative Juices Flowing. 
For more information about creating your playbook pages premierrapport.com/workplace-culture/culture-playbook/

premierrapport.com/workplace-culture/culture-playbook/
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Is Your Culture  
Playbook  
Producing 
Touchdowns  
in Your  
Workplace?

Regardless of your industry, winning boils down to your 
method, process and ability to be relentless in applying  
your mission daily through your actions. 

The goal is to win. Whether in football or business, the team’s 
likelihood for success depends on the people, the team, 
the roles of the players and the accountability of team 
members to be relentless in pursuing the mission and goals. 

How do you do this? You do this by attracting the best talent. 
You get better by retaining the best talent. Each player has 
an important role. 

In football, those roles are played by the coaches, star  
players, backups, special teams, equipment manager  
or team physician. In your organization the roles include  
accounting, IT, business developers, human resources, 
leaders, managers, owners and operations staff. 

Each player, teammate or employee is in their role to  
create the win. A company’s doors stay open by selling 
profitable products and/or services. 

By Shelley Smith 

INSIDE BUSINESS | SEP 30, 2019

When looking at workplace  
culture, accountability and 
“winning,” the comparison  
between successful NFL  
teams and organizational 
teams is apparent.
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SYSTEM AND 
PROCESS 
Winning teams have ef-
fective playbooks. Their 
playbooks are always 
fresh, relevant and 
highly competitive. 

When a new player is 
recruited, it is because 
there is a gap on the 
team. The owner, gen-
eral manager, coaches 
and recruiters are all on 
the same page. They have met, run the num-
bers and then they go get who they need. 

Once the new player arrives, he meets the new 
teammates and becomes familiar with those he 
will be on the field with. He is introduced to those 
who will protect him and with whom he will be-
come aligned. He knows his go-to teammates 
on the sidelines from the team physician to the 
equipment manager. 

Then he begins to understand the plays, the  
organization’s hustle and flow to win games.  
He gets a copy of the playbook (procedures, 
processes, systems and workflow). 

The new player reads and practices the play-
book over and over again so he can flawlessly 
execute the plays. Does each member on your 
team know what success looks like, feels like, 
sounds like? 

At NASA, the custodians know what success 
looks like — it’s putting a man on the moon. 
NASA has one mission, one vision, one focus.  
In football, the mission is to win the game and 
make it to the Super Bowl and then win it. 

 
 
 
EXECUTION 
On game day, team members execute what 
they have learned. They bring their full selves to 
playing field. They have backups ready to go  
in at a moment’s notice. They have a special 
team packed with exactly that — specialties. 

What is your succession plan? Do you have 
leaders ready to fill in at a moment’s notice?  
Are your employees cross-trained — specialized 
in their field but able to fill your special needs on 
a moment’s notice? 

Football players have to make fast decisions  
on the fly, such as deciding to punt or go for it. 
Decisions can be quick if you have a process  
to make them. 

When making decisions, be prepared to answer 
these questions: What is the decision? Why do 
we need to make this decision? Who or what is  
it affecting? 

Does the decision move you toward the mission 
or is it aligned with the mission? Who needs to 
be involved in the decision-making process? 
What questions will team members or customers 
ask? What is the cost and the expected return? 
When will it happen? 

When a new player is recruited, it is  
because there is a gap on the team. 
The owner, general manager, coaches 
and recruiters are all on the same 
page. They have met, run the numbers 
and then they go get who they need. 
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HUDDLE UP 
The players may take a timeout to 
huddle, but it should be a quick hud-
dle. In football, decisions are quick. 

In your organization, these are your 
meetings. Instead of long meetings, 
make short ones — stand-up ones 
are best — but only schedule meet-
ings with a real purpose. All meetings 
should have a call to action and 
hold everyone accountable with  
a deadline. 

Once the game is over, whether  
the team won or lost, players review 
game films to learn what they did 
right and wrong and how they can 
improve. 

In business, we measure what gets 
done. Reviewing successes and  
failures makes us stronger. Most  
leaders do not do this enough. 

When necessary, teams trade 
coaches and players or release  

 
them as free agents. When leaders  
or employees aren’t performing, they 
need to be held accountable and 
sometimes that means being re-
leased to the industry — terminated. 

Off season, teams train. They study 
more films, lift weights and get ready 
for the next season. In business, sales 
and marketing departments get 
ready for the next proposal. Opera-
tions delivers the promised product  
or service to the customer. 

Just as football teams do, walk 
through your playbook. Find your 
gaps, make your fills, hold each  
other accountable and be relentless 
in your mission and how you show up 
every day.  n 

Shelley Smith is a workplace culture 
consultant, CEO of Premier Rapport 
and the author of six books. For more 
information, visit PremierRapport.com.

Continued from Page 16 – Is Your Culture Playbook Producing Touchdowns in Your Workplace?

Just as football 
teams do, walk 
through your 
playbook.  
Find your gaps, 
make your fills, 
hold each  
other account-
able and be 
relentless in 
your mission 
and how you 
show up every 
day. 
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How to Get the Most 
from the People You Lead
By Shelley Smith  | INSIDE BUSINESS

80% of our time as owners/executives/ leaders 
must be spent on our people — motivating,  
creating engagement, collaborating, praising, 
giving feedback and pivoting when necessary. 

It’s absolutely essential to get the “people” issue 
nailed down before it’s possible to act on the  
remaining three legs of the business stool —  
execution, strategy and cash. Because if your 
people aren’t right, nothing else works. 

Many of us, myself included, tend to get into  
the rut of spending time on the “must-dos” — 
putting out fires, handling drama in the office, 
attending meaningless meetings, answering 
endless emails, writing memos and reports,  
etc., which provide 20% of the return. Why do 
we do this when people problems are costing  
us money, time, clients and inefficiencies? 

It’s time to get strategic. Let’s get out of theory 
and into solving our problems. 

Instead of spending the bulk of your time with 
the contaminators and silent killers, spend your 
time and energy with your star people: the 
champions and the grinders. 

There are only so many hours in a workday.  
Do you really want to spend leadership  
resources “managing” contaminators or  
would you rather get a return on mentoring  
your champions? 

As a leader maximizing a winning team, meas-
uring engagement is key. Engagement is under-
standing the role of the job, loving that role and 
being seen, valued and heard every day. 

Engagement shows up in actions as well as sur-
vey results. Engagement shows up with existing 
employees referring candidates for open  
positions. 

Improving engagement begins with clear  
expectations for the job, then hiring someone 
behaviorally aligned with the job, followed by 
onboarding that continually excites and moti-
vates the new employee. Creating engage-
ment takes interaction, real conversations and  
collaboration. 

If you remember the song from the 1940s, Ac-Cent-Tchu-Ate the Positive, you 
know the formula for leading your team to success. It may sound like Pollyanna, 
but it’s truly the key to getting the most from the people you manage. Let’s take 
a closer look at how this works.

80% of our time as owners/execu-
tives/ leaders must be spent on our 
people — motivating, creating en-
gagement, collaborating, praising, 
giving feedback and pivoting 
when necessary.

Many of us, myself included, tend 
to get into the rut of spending time 
on the “must-dos” — putting out 
fires, handling drama in the office, 
attending meaningless meetings, 
answering endless emails, writing 
memos and reports, etc., which 
provide 20% of the return.
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WHAT’S IN YOUR CALENDAR? 
When faced with a task, ask yourself: 
are you reacting or being proactive? 
Are you mentoring and developing or 
firefighting? 

When I review my calendar each 
morning or prepare to meet with a 
client, these are common questions  
I review that allow me to focus and 
accomplish the goals I have set for 
myself or my clients. 

 

• Am I spending more time resolving conflict or 
preventing it? I try to get to the root cause. 

• Whom did I praise last week? To whom did I 
provide feedback? How much time did I 
spend on each versus disciplining? 

• Whom did I onboard and meet with to rein-
force expectations and culture tones, versus 
filling out paperwork? 

• What did I do to make my team feel seen,  
valued and heard? Or, did I spend more time 
pointing out mistakes, cleaning up messes 
and fighting fires? 

• How much time did I spend on administrative 
paperwork versus having aspirational conver-
sations, influencing positive engagement and 
rewarding aligned behaviors? 

• Whom did I lose this week? Were they termi-
nated? 

Did they leave us? Why? What did we learn? 
Where are we now? What do we need to 
change or update? 

• What activities did I do that I should have  
delegated? Did I hold others accountable? 
Did our team accomplish our goals this week? 
If so, why? If no, why? 

• What did I do this week to best motivate the 
members of my team individually? Do I, we, 
need to further tailor any training? 

• Whom did we hire this week? Why did we 
choose them? What gap did they fill? Are  
they clear on my expectations? 

• Did we use all of our hiring tools this week with 
new hires? Are we ready to onboard them 
correctly? 
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What do each of our managers need to know  
to best onboard them? What do other team 
members need to know about the new hire? 

• What did we do last week and what are  
we planning this week to further create the  
respect and civility among all of our team 
members? 

• Where were we reactionary this week about 
call-offs, late arrivals or missed deadlines? 

• What worked this week and what are we  
planning to accomplish this week? Who? 
What? When? How? Why? 

 
POWER TO THE PEOPLE 
Your strategy won’t be fully executed if you aren’t 
getting the most from your people. 

Execution doesn’t happen effectively when you 
aren’t getting the most from your people. 

Your cash flow doesn’t flow well when you aren’t 
getting the most from your people. 

USE YOUR SOCIAL INTELLIGENCE 
There is no group that understands and imple-
ments high-performing culture like the U.S. Spe-
cial Operations Forces. There is a correlation 
between Special Forces teams and high- 
performing organizations. 

Both include competencies in social intelli-
gence. Social intelligence includes: 

• Tactical communication: Be intentional 
about developing your people and improving 
your culture. Don’t ignore it, push it off, or do 
things halfway. If you don’t manage it, it will 
manage you. 

• Operating environment: Don’t try to copy  
another company’s culture or training pro-
gram. It won’t work. Create your culture. 

Design it around your mission, your vision,  
your values, your people. Alignment among  
all, including your continual goals, is crucial.  
This ensures authenticity, relevance, impact  
and differentiation. 

• Leadership and teamwork: Don’t hack at it, 
or shortchange your culture — use a frame-
work. Design an experience, understand the 
behavioral drivers and motivations. 

Co-design the model that engages your work-
force with your workforce — your people. From  
a change-management perspective, this will 
empower your team members and create the 
conditions for greater adoption. 

Company culture is always important, but when 
companies must compete to attract, recruit 
and retain employees, it is critical. n 

Shelley Smith is a workplace culture consultant, CEO of 
Premier Rapport and the author of six books. For more 
information, visit PremierRapport.com.

The formula for leading your team to succes is truly  
the key to getting the most from the people you manage.
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It NEVER Ends...
By Cheryl Mobley

I was in San Diego and walking 
back to my hotel after a lovely 
dinner in the GasLamp Quarter. 
I passed these stairs near the 
Convention Center.

As you can see, there are people using 
them for a workout – running or walking  
the stairs. 

I wasn’t dressed to work out but I did want  
to move and I wanted to see what was at 
the top. 

So, up I went. 

And you know what? 

When I got to the top of these stairs…there 
were MORE stairs! 

You just couldn’t see them from the base. 

It is such a powerful metaphor for how we 
lead ourselves and our teams…there is al-
ways more to do.  You never arrive.  Never. 

You need to have that as your core mindset 
– there will always be more you can learn.  
There will always be more to do.  More to 
experiment with… 

Let it excite you.  Not exhaust you. 

My question for you…how does that fact 
that you never arrive strike you? 

You need to have that as your 
core mindset – there will always be 

more you can learn. 
There will always be more to do. 

 More to experiment with…

There is always more to do. You never arrive.  Never.
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Success Tip:   
Don’t set multiple prior-
ities.  It’s an oxymoron.  
Having a single priority  
is possible.  Having 
multiple priorities is  
not.  Too many organi-
zations try and lay out 
way too many initia-
tives and then are per-
plexed as to why the 
needle isn’t moving.

Honestly. 

Are you jazzed by the focus on always getting 
better?  Learning more?  Or does it wear you out 
just thinking about it? 

This article isn’t intended to offer suggestions on 
what to do if it wipes you out, but I do  suggest 
that you create space to reflect on what exactly 
is draining you.  Maybe it’s a mismatch of roles, 
organizations, mission, your team, but you’ll want 
to determine how and what you need to shift so 
you’re not getting sucked dry. 

Now, on to the rest of the article… 

I had the delight of serving as a hospital Presi-
dent for 5 years, and it was a defining experi-
ence in my life.  We consistently nailed 99th 

percentile performance (as measured against 
most of the hospitals in the U.S.) and others told 
us we “made it look easy.”  

Our quality of care was top in the nation.  Our 
employee and patient engagement scores 
were at 99th percentile YOY.  Our bottom line 
was strong.  We lived at 99th percentile  
performance. 

While I’m always delighted to brag on our team, 
I’m sharing this so you realize this isn’t theory.  
What I’m about to share is based on experience 
in a high-stakes field, with a lot of externally im-
posed constraints, that is in such a shift, I don’t 
think even labeling it ‘disruption’ captures it 
well… 
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I had the pleasure of working alongside many 
other leaders who led wonderful hospitals, but 
weren’t hitting 99th percentile performance.   
So, I reverse engineered what our leadership 
team did that was so different that it allowed  
us to consistently live at 99th percentile – what  
I call Be99. 

I’m going to take you through a high level tour  
of the Be99 Framework, and you are welcome 
at any time to go dig in further using this link 
https://www.recalibrate.today/be99-
guidingquestions on my site.  You will find ques-
tions for each driver we’re going to review today 
in the Framework.  There is also an additional ref-
erence guide you are welcome to download for 
more information if you want to dive deeper. 

I’ve been asked, and it bemuses me every sin-
gle time “What is the ONE thing you need to do 
as a leader to Be99?” 

My response, after I smile, is that “If it were only 
ONE thing, anyone can do it.  It is the interplay of 
7 distinctive, yet interdependent drivers that must 
be deployed to unlock your organization’s po-
tential to Be99.  And, it’s not a ‘one and done’ – 
there is a reason it is designed as a wheel.  It is 
cyclical, and you must revisit the drivers to keep 
the right things in play.” 

So, ready for a quick tour?

Lets go!

https://www.recalibrate.today/be99-guidingquestions
https://www.recalibrate.today/be99-guidingquestions
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Aside from the reality that having shared Clarity 
is required to efficiently get the right work done,  
it doesn’t help you at all if you have Clarity, but 
no discipline about how you spend your time.   

QUESTION:  Let’s say you handed me a list of 
the top 2-3 projects, efforts, etc. that you’ve 
identified need to be moved forward, and  
I stand over your shoulder and look at your  
Calendar…would I see that your Calendar  
reflects those projects?   

Or, would I not see them show up at all?     

And good for you if you’ve blocked time on 
your calendar to work on them, so for you, here 
is my next question – are you actually working 
on them?  And, moving the needle on these 
things? 

If you have shared Clarity, everyone’s Calendar 
should reflect that Clarity.  Period.

CALENDAR 

IS THE SECOND DRIVER 

 

 

 

At its essence, clarity answers the question –  
what are you as an organization going to say 
‘yes’ and ‘no’ to?  If you were writing your orga-
nization’s obituary, what would you want it to 
say?  What were you about?  Why did people 
come to work for you?  Why did people come 
to you for products or services? How did you 
make them feel? 

I find in my work with my clients, whether they 
are founders or members of a senior team, 
Clarity is never quite as tight as they think it is 
when we begin our work together.  And if they 
are close to being aligned, kudos to them,  
yet I always find that the further away you  
move from that team inside the organization, 
the more fractured it becomes. 

SUCCESS TIP:  Don’t set multiple priorities.  
It’s an oxymoron.  Having a single priority 
is possible.  Having multiple priorities is 
not.  Too many organizations try and lay 
out way too many initiatives and then  
are perplexed as to why the needle isn’t 
moving. 

The challenge for leaders…it is really hard work 
to crystallize the essence of what you need to 
move forward. 

I liken it to packing a suitcase.  I don’t know 
about you, but if I’m short on time…my suitcase 
is bigger.  And way more full.   

Why?  Because I don’t have the time to be 

thoughtful about what I really need, so I just 
throw in more than I need so I’m covered.   
But if I have time, I can go with a much  
smaller carry-on and do just fine. 

QUESTION: When you think about how you set 
goals for your organization, your function, or 
your team…are you using a monster trunk  
that you have to check or a small carry on?

CLARITY 

IS THE FIRST DRIVER 
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I’ll call out one highly problematic area I see 
that is a very significant chokepoint for the  
organizations and leaders I work with… 

Here is my question for you.   

Do your people have the authority to take  
action against the responsibilities you’ve  
given them? 

When I share this Framework with people, this  
is one of the biggest hot button questions I  
discuss.  Why?   

Because it’s a really, really, really common  
problem.  A very typical source of misalign-
ment.  Of cynicism among your people. 

Don’t take your word for it.  Ask your people.  
And then really listen.  And take action to  
align responsibility and authority inside your  
organization.

CONTROL 

IS THE FOURTH DRIVER 

Aside from the obvious focus on frequency 
and clarity of your communications, I have a 
different slant on this.  To me, it’s all about trust. 

I’ve worked for leaders who have, in theory, 
kept me well informed about strategic priorities, 
expectations, etc.  But it didn’t really matter  
to me. 

Why? 

Because I didn’t trust them.  So, unfortunately, 
the more they ‘communicated’ the more likely 
it was that my cynicism was increasing. 

I also think of trust a bit differently than most.   
I’ll offer a few questions for you to consider… 

Do you trust you?   

Does your team trust you? 

Do you trust your team? 

Does your team trust each other? 

Clearly, I’m not going to be able to go in depth 
here, but candidly reflecting on these ques-
tions, will offer you some insight as to where you 
have chokepoints that need to be addressed.

COMMUNICATION 

IS THE THIRD DRIVER 
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I have zero tolerance, and I truly do mean zero, 
for shooting for average. 

Who gets jazzed by delivering ‘meh’?   

When I first began working in healthcare, I was 
working as a Directory over the Quality function.  
This related to the quality of our care (our 
processes) and the quality of the outcomes  
our patients experienced under our care. I 
served on several committees that set goals  
for our performance targets.  To be clear, these 
were not in my hospital and not directly patient 
care related. 

Some targets were set at 70% compliance 
against the requirement.   

When I asked why they were set so low, I was 
told they were low now, and we don’t want to 
discourage people by setting unachievable 
goals.   

I have a really good poker face, but I let my 
eyebrows raise on that one. 

Another response to that question usually went 
something like, “we’ll never be perfect, so why 
set our people up to fail?” 

And, I said something like, “It seems to me we 
could set high targets because that’s who we 
want to be, and reward progress, without 
shaming people for not making heroic leaps  
in performance.” 

So, my question for you.  

Are you and your team aiming high?   
Or aiming for ‘meh’? 

CHALLENGE 

IS THE FIFTH DRIVER 

I want to call out something a little different 
here as well.  Everyone reading this article  oc-
cupies one of two roles.  You lead yourself OR 
you lead yourself, and a team. 

Regardless of where you fall in that spectrum, 
you can only show up to give as much as you 
have running through you.  If you’re not taking 
care of you, you will NEVER be optimum.  And if 
you don’t know what you’re capable of bring-
ing when you’re at your best, now is a good 
time to find out. 

My questions for you:  Do you sleep enough?  
Do you say ‘no’ when you should?  Do you ex-
ercise?  Eat in a way that supports your body?  
Are you always learning and experimenting 
and growing?  Making space to chill and 
recharge? Are you pushing past what’s easy 
and comfortable for you? Engaging with your 
own community so you’re not trying to run 
through your life alone? 

If not, you’re short changing us.   

Every one of us would be better off when  
you deliver what only you can bring.  But you 
have to bring it. And you can’t when you’re  
depleted… 

COMMUNITY 

IS THE SIXTH DRIVER 
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You could be rolling with all the drivers we’ve 
run through so far, and still not have a competi-
tive advantage.  Clarity and Challenge are ele-
ments of this – but you have to be constantly 
scanning and pivoting as need be to stay 
sharp in our ‘new normal’ of constant disrup-
tion. 

When we talk about disruption, what I see most 
people focus on is being on the losing end.  
But a powerful reframe for you and your team 
is to acknowledge that times of great change 
are an opportunity, not just a death knell. 

It all depends on which ‘side’ you’re on. 

My question for you.  Are you the ‘disruptor’ or 
the ‘disruptee’? 

COMPETITIVE EDGE 

IS THE EIGHTH DRIVER 

The need for Congruence lies at the very heart 
of my response when people ask me what the 
“one” thing is… 

You will never achieve, or sustain, 99th per-
centile performance if you don’t get all these 
drivers right.  You can’t have fabulous Clarity, 
but be lacking trust, and expect a good out-
come.  Nor could you have an amazingly  
disciplined process as to how you run your  
Calendar, but the right things aren’t on it.  We 
could go all the way around the Framework 
with these examples, but no need.  I know  
you get it. 

Congruence here means that your mindset, 
your words, and your actions all align within  
this Be99 Model.  There are not outliers, or  
one driver that wildly contradicts the others. 

But please don’t misunderstand me. 

This isn’t about being perfect, and never  
making mistakes.  I certainly am not perfect.  
The rest of my team wasn’t perfect.  But we  
still lived at 99th percentile performance. 

We were congruent.  We trusted our team.   
Our team trusted us.  

CONGRUENCE 

AND THE FINAL DRIVER 

www.recalibrate.today/be99-guidingquestions

https://www.recalibrate.today/be99-guidingquestions
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When we come alongside our partners to serve 
as their guide, we dive deep into the alignment 
they need to have, and how to bring it to life…
but please realize, you don’t have to be perfect. 

And that’s excellent news for all of us! 

And those stairs that kicked off our conversa-
tion…just like there was a false summit (a  
climbing term someone shared with me),  
lulling you into thinking you were almost there – 

this Framework will only serve you if you  
approach it with the understanding that you  
will always be moving through this Wheel. 

Always. 

It can be energizing.  Trust me. I know this to  
be true. 

As you play with this…please reach out.  I’d  
love to hear of any ‘aha’ moments you had,  
or answer any questions… 

As you play with this…please reach out.  I’d love to hear 
of any ‘aha’ moments you had, or answer any questions…

 Cheryl Mobley, Founder & CEO reCalibrate www.recalibrate.today
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Word on the street is that feedback is bad for the 
human spirit, especially at work. It appears that 
feedback has fallen under attack recently by  
“experts” in the field of leadership. I read a book 
late last year that suggested developmental feed-
back is a big no-no; that rather than tell someone 
what they are doing wrong we should focus on 
their strengths. Obviously, I am paraphrasing, but 
you get the idea. 

I struggled for months to write this piece, because 
while I have respect and admiration for the author 
who is making these claims I believe it is quite irre-
sponsible to suggest that feedback fails every 
time. If you recall, Harvard Business Review pub-
lished one of their magazines last year with the 
words: Why Feedback Fails on the cover. Wow.  
I was blown away.  

My objective with this piece is to help everyone 
who works, who leads, manages or just interacts 

with anyone, any-
where in a meaning-
ful relationship of 
some sort to under-
stand how important 
feedback is – even 
when it conveys  
less-than-desirable 
information.  

I have been working 
in a corporate set-
ting for 26 years;  
in a leadership role 
for 20 years; and,  
in human resources 
for the last 14 years 
of my career. Yes, 

feedback can and absolutely does fail, but it does 
not fail because it is feedback. It fails because 
people simply don’t know how to deliver it; they 
don’t feel they need to deliver it (people should 
know better); or, they are terrified to deliver it and 

LET’S BE CLEAR: 
The F Word   
Wins – 
ALL DAY, 
EVERY DAY

Obviously, I am referring 
to Feedback. While a 
case can be made for 
the other F Word; that is 
an article for another day. 

Fe
ed

ba
ck

By Elizabeth Veliz

Elizabeth Veliz
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just don’t. There is one other reason 
why feedback fails, but I firmly be-
lieve this is the exception and not 
the rule. There are people in this 
world who want to see others fail – 
so they intentionally deliver feed-
back in a hurtful, malicious manner 
that does crush the human spirit. 
These particular people are in the 
minority, so let’s not give them a 
stage here.  

Imagine not giving a hospital nurse 
feedback that she is improperly intu-
bating a patient. Imagine not giving 
an airline pilot feedback that a cer-
tain maneuver he/she executed in 
the simulator has actually resulted in 
a real-life crash. I could go on and 
on with examples of where withhold-
ing feedback could literally result  
in serious harm to human beings.  

I can say with a high degree of  
confidence that most, if not all  
employees do not come to work 
with the goal and intention of  

making mistakes. So, why then 
would we NOT give people feed-
back when they do something  
incorrectly, or when their decisions 
yield less than optimal results?  
It simply does not make sense. 

I read another great book years ago 
called Crucial Conversations. Cover 
to cover this book is filled with gems 
for managers and leaders, but one 
thing in particular stood out for me 
“The Fool’s Choice.” In the book – 
and I am paraphrasing here – the 
authors state that for some reason 
we believe that when we deliver 
feedback we have to choose be-
tween being honest and being kind. 
The reality is we can and should do 
both – be honest with people in a 
kind and compassionate manner.  
I can’t tell you how often I fell into 
this trap in my early years as a  
manager. I was often heard saying,  
“I am brutally honest.” I bragged 
about my brutal honesty actually.  

I can say with a  
high degree of  
confidence that 
most, if not all  

employees do not 
come to work with 

the goal and  
intention of making 
mistakes. So, why 

then would we  
NOT give people 
feedback when 

they do something 
incorrectly, or when 

their decisions  
yield less than  

optimal results? 
It simply does not 

make sense.
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I gave it to people right be-
tween the eyes and really 
thought that was the best ap-
proach. I am grateful to have 
learned that honesty and brutal-
ity should never co-exist. I owe 
that to Crucial Conversations.  

About ten years after reading 
Crucial conversations and 
many other great books about 
communication and leadership 
I realized that I needed some 
guidelines for delivering feed-
back of any kind to temper my 
tendency to be incredibly direct 
– and yes, brutal in my delivery 
of critical feedback to my em-
ployees. I developed a process 
that really worked for me. It al-
lowed me to script or create 
talking points for my one on one 
meetings, performance evalua-
tions and eventually on the 
spot, ad-hoc feedback. The last 
one took some time. I want to 
share this “model” for lack of a 
better term, because now more 
than ever we need to step up 
our communication. We need 
to give each other feedback. 
We need to praise good effort, 
reward great results, and guide 
people when they steer off the 
path to success, or as I often to 
refer to it: the yellow brick road. 
We are living in a very challeng-
ing time right with COVID-19. We 
are separated from our teams, 
our friends and in many cases 
our own families. Physical dis-
tancing should not mean social 
isolation. It should not mean 

shutting out the world, and it 
certainly should not mean with-
holding the gift of feedback.  

HERE IS THE MODEL: 
F is for Facts:  
Stick to the facts.  
When you deliver feedback, it 
should focus on the events that 
took place. It should focus on 
what the individual did, or did 
not do; say, or did not say, 
which has prompted the need 
for feedback. Your opinion has 
no place in this discussion. How 
you feel about what the person 
did is something you need to 
keep to yourself. Why? Well, be-
cause the moment you interject 
your opinion the feedback be-
comes personal rather than 
factual. The feedback is viewed 
as an attack on the individual 
rather than an opportunity to 
correct a behavior or improve 
upon a process. Think about  
this for a moment. The minute 
someone feels personally at-
tacked it is game over! So, keep 
the feedback focused on the 
behavior, the action, or the 
process. The minute it becomes 
about – or appears to become 
about the person it has failed.  

I is for Impact: The  
“so-what” component.  
Going back to my earlier exam-
ple about the pilot. Now that 
you have communicated to 
him/her that this maneuver they 
practiced in the simulator is less 
than desirable you have to  

explain the “so-what” part. Who 
cares? It is less than desirable, 
it’s not standard operating pro-
cedure. So what? When you 
connect an action to a signifi-
cant impact it will oftentimes 
cause the individual to pause 
and reflect on what they did.  
It may even make them rethink 
their approach. When you tell 
that pilot, “Hey, the last time 
someone tried that in mid-air  
it caused the plane to go into 
an immediate, unrecoverable 
nose-dive. The plane crashed.  
6 people died.” Wow! What  
an impact statement!! Now,  
not every impact will be this  
severe. Try to tie the impact to 
the team, the company, the 
customer, or better yet to the  
individual. Is there a possible  
impact to the person’s pay? 
Now you’ve hit the jackpot.  

Physical distancing 
should not mean  
social isolation.  

It should not mean 
shutting out the 

world, and it  
certainly should  
not mean with- 
holding the gift  
of feedback.
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A is for Action: What are 
you doing about this?  
I found myself having to clearly 
explain my actions to the recipi-
ent of feedback. Not justify my 
action, but explain what I am 
doing about the situation. In 
some cases, I was there to 
coach, support, and/or inspire. 
In other cases, I was there to 
take formal action – a correc-
tive action, a counseling 
memo, or a termination. Then 
there were those moments 
where I was there to praise,  
recognize, express gratitude,  
and genuinely love on my peo-
ple. Action is a necessary step 
in the process. What role are 
you playing in this? As a leader, 
you play a strong supporting 
role in your employees’ lives.  
This is where you explain your 
role.  

E is for Expectations:  
Set clear expectations  
or reaffirm expectations.  
Don’t just give people feedback 
without setting or re-setting  
expectations. Be sure they are 
clear. What actions, attitudes  
or behaviors do you expect,  
by when? How are you going  
to measure them? Are your ex-
pectations realistic? Are they  
relevant? Does this process 
sound familiar? It should. It is 
based on the SMART method  
of setting goals. There is no 
shame to professional  
plagiarism.  

S is for Support: Describe 
the support you will offer 
in meeting expectations. 
Your job as a leader is to facili-
tate the success of your team 
members. Yes, you serve THEM. 
If you firmly believe your team is 
there to serve you, well, you 
might want to reconsider your 
career. Perhaps a dictatorship in 
a small country somewhere is 
better suited for you. The re-
search is clear on this topic. 
Leaders who support their teams 
are far more successful than 

those who expect their teams to 
be at their beck and call. How 
will you help this employee get 
back on the yellow brick road? 
How will you help them continue 
to succeed if this is a praise 
conversation? When you effec-
tively support your team, they  
inevitable make you hugely  
successful.  

R is for Repercussions: 
YES, there are  
repercussions at  
work – and in life.  
This is the part where I personally 
feel we fail our people. We want 
to be liked so much as leaders 
that we fail to clearly communi-
cate the reality of repercussions. 
If you don’t do your work you 
won’t have a job. Wow, that was 
brutal right? Yes, so please don’t 
actually say that to your em-
ployees unless it is absolutely 
necessary. I have had the  

misfortune of having to tell peo-
ple that their job is in jeopardy.  
I have had to look people in the 
eyes and say, “we have given 
you every resource possible – 
every training, every tool. We 
have supported you in every 
possible way, yet the results are 
still not showing. I need you to 
know that your job is now in 
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jeopardy.” I bet the Simon Sineks 
of the world are cringing right 
now. The bashing is happening 
as you read the rest of this arti-
cle. Before you decide to troll 
me, know this: before I have 
ever uttered those words to any-
one, I have done everything 
short of doing their job for them. 
I have asked them what’s going 
on? I have asked them if they 
are okay. I have – while treading 
lightly – asked if there is some-
thing going on in their personal 
lives that is impacting their work. 
I have explored other options 
like a different role believing 
that they might not be in the 
right seat on the bus. Believe 
me when I say that “your job is 

now in jeopardy” is my last and 
final option. How often have I 
said that? Thankfully, not very 
often in my career.  

This model or guideline to feed-
back is not a silver bullet. It works 
most, but not all the time. It 
works with most, but not all peo-
ple. The reality is there is no sin-
gular perfect method to deliver 

feedback, but to say that deliv-
ering feedback is a bad thing; 
to even imply it is, in my opinion 
wrong and can be dangerous. 
Focusing on strengths is great. 
Yes, do that, but don’t do it in-
stead of feedback. Focus on 
strengths while you give people 
the wonderful gift that feedback 
actually is. You will find that 
feedback – when delivered ap-
propriately - instills trust, creates 
strong teams and yields great 
results. The relationships on your 
team will become stronger. You 
will be respected for your trans-
parency and commitment to 
helping your team members 
grow. You and your teams will 
win all day, every day.  n

Focus on strengths 
while you give people 

the wonderful gift  
that feedback  

actually is.

Catch and fix problems early. 
Any good leader knows you need to fix problems when they’re 
small. They’re less expensive and easier to fix then. No one’s feel-
ings get hurt. And the fix is much easier than if it’s snowballed. 

When it comes to culture as a company grows, this is especially 
important. 

Culture is like concrete. 

When it is first laid out, it is malleable and can take many shapes. 
However, after some time, it will harden and then it’s very hard to 
change. 

By the time you have 100s or 1,000s of employees, it’s too late. 
You have the culture you’re going to have, for better or worse. 

So, how are you mixing your concrete?

CULTURE IS LIKE CONCRETE 
(How are you mixing yours?)
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– HARVEY L. JOHNSON, CEO w/PB Mares, CPAs

12 CAUTIONS 
“Yellow Signals” that your 

Workplace Culture is Shifting into the “Red”

1. Complaints about communication 

1. lack of 

2. too much - too fast - too many changes 
    – waste of time 

3. saying one thing and doing another 

4. unclear priorities 

5. lower participation on calls and idea 
    sharing or feedback 

6. team turns into 'yes' followers, instead of 
    their usual two-way conversations 

7. strained interactions between managers 
    and team members 

2. Gossiping behaviors 

1. confusion about what is going on -  
    what the direction is amongst employees 

2. employee relations issues on the rise 

3. stress comments increase 

4. anxiety comments increase 

5. working more hours - less work / life  
    balance comments and concerns arise 

6. comments around burnt out become  
   a norm 

7. different employees receiving different 
    messages 

8. constant "off-hours" communication  
    is happening 

 

8. more time is spent clarifying  
    communication - failure to listen  
    deepens 

9. more passive-aggressive types of  
    communication verbally and in writing 
    through emails 

  3. Business growth slows when competition 
      is still growing 

  4. Rapid employee turnover 
         1. comments are made by yourself or 
             other leaders “they are lucky to have a 

 job” positions become harder to fill – 
            longer to fill 

  5. Glass door negative reviews on the incline 

  6. You have a gut feeling the shift is  
      happening and it doesn't feel right 

  7. Unrealistic deadlines and work load – 
      shifts and changes 

  8. Comments that the team is lazy,  
      unproductive or unresponsive 

  9. Resentment is building up 

10. Accountability is sliding and becoming 
      even more difficult than in the past 

11. Appreciation and rewards are being 
      missed or forgone 

12. Emotional intelligence has gone out the 
      door, especially with empathy

YELLOW LIGHT CAUTION ITEMS

By Shelley Smith 

1
2
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Let’s talk about the differences be-
tween a negative versus a positive 
contact and or spread in creating 
the desired positive Contagion and 
workplace culture.   

The spread can happen through 
coughing and sneezing, or Airborne 
transmission, just to give a few  
examples. 

In business the spread happens 
through intentional conversations, in-
tentional communication strategies. 
intentional onboarding training and 
the defining of the almighty culture. 
The more you define what right looks 
like, the easier it becomes to build 
because you document is blue-
prints, then it's so much easier to 
Market it on a consistent basis mar-
keting both internally and externally, 
that includes your employees your 
prospective employees and those 
you provide products or services for. 

The best way to protect yourself 
against catching a virus is  
to wash your hands frequently, to 
apply soap and water, coughing  

in tissues, avoid touching your face, 
avoiding close contact with other 
people or possibly infected people. 

The best way to mitigate lack of  
Engagement, increase turnover, 
hard to fill positions, lack of sales, 
lack of profit, lack of productivity  
is to be intentional in your focus, in 
your Communication, in your hiring, 
in your training, in the boundaries of 
your culture of what right looks like. 

Unintentional Focus of what right 
looks like leads you in the other  
direction, leads into negative conta-
gions, it leads into disengagement,  
it leads into decreased productivity, 
Effectiveness and efficiency, it leads 
to a decrease in profits, it leads to 
anxiety, stress, boredom, turnover, 
frustration, the opposite of feeling 
seen, valued, and heard - These are 
all the symptoms of a  virus inside of 
your team, inside of your company, 
inside of your workplace culture. 

Prevention happens one person, 
one day at a time that begins to 
multiply when you've analyzed 

Let’s Talk About How POSITIVE 
and NEGATIVE Contagions  
happen (Virus to Workplace Culture)

Much like a virus which is spread usually with close person-
to-person contact like coughing or sneezing, your com-
pany culture is also spread through person-to-person 
contact (both negative and positive) 

By Shelley Smith 
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where your culture is from a 
black-and-white data stand-
point, surveys, as well as one-to-
one and group conversations. 
into curating the opportunities 
that has been bubbled up,  
from a variety of ways, from in-
side your company, your teams 
voices that are explaining what 
right looks like, what is and isn’t 
aligned to your Mission Vision 
Values, those things inside  
your walls that are more than  
a written word, that come alive 
from every action of your team, 
things that you see walking 
around your building, things  
that you see happening inside 
of the team around achieving 
specific outcomes, the way you 
reward and recognize team 
members for appropriate be-
haviors,  again behaviors that 
are aligned what success looks 
like feels, like sounds like, shows 
up on the daily, mentally and 
physically through results  

understanding and analyzing 
Where You Are, begins to create 
a pathway, new blueprint of 
where you need to go, it allows 
you to create an anti-virus inside 
of your workplace culture. it al-
lows your team old and new to 
everyone in between recognize 
it, to understand the symptoms 
when they start to show up and 
apply corrective measures. 

Let me be clear, every team no 
matter how big or small, every 
unit no matter how big or small, 
every location, every division 
has its own unique environment 
culture that makes them unique 
and special - creates success 
inside of an organization. 

What positive Contagion are 
you passing along, is it defined 
so you can properly build it? 
Creation starts with a vision - 
how are you spreading the  
vision into a reality?  n

The work you have done with the team over these past few years  
has really made a difference in the team dynamic and how we  
responded to this crisis.  I just wanted to thank you for all of your hard 
work along with the guidance you provided them during these times. 

– MATT DUBNANSKY, PARTNER PBMARES

Creation starts with a 
vision - how are you 

spreading the  
vision into a reality?
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Prior to the government’s “social distancing”  
requirement, only about 7 percent of U.S.  
workers — primarily “knowledge workers” —  
had the option to regularly work from home. 
There is no current data about how many  
people are now working from home during 
the pandemic, but millions more are now 
doing so as leaders attempt to keep their  
businesses viable and productive.  

While working from home may be some em-
ployees’ idea of a dream job, there are special 
challenges that businesses face when some –  

 

or most – of their employees are working off-site. 
Most of these challenges center around com-
munication.  

If you have nurtured a culture of inclusion and 
engagement among your employees on a  
day-to-day basis, your business will benefit 
greatly from the trust reserves you have banked 
over time. But if your business has suffered from 
low employee morale, low retention rates and 
recruitment difficulties, you are at risk.  

Even if your employee relations have not been 
stellar, there are ways you can improve your 
company culture right now, even while business 

How to Keep Your 
Working-From-Home Employees 
ENGAGED During Coronavirus

If you’re a business providing “non-essential” services and products, chances 
are, you are challenged with keeping employees engaged and productive 

while working from home during the coronavirus pandemic shutdown.

By Shelley Smith 
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is shut down or minimized, 
that will pay off in huge 
benefits down the road. 
How you treat your em-
ployees and communi-
cate with them through  
this crisis will determine if 
your business will come 
back strong or wilt when 
restrictions are lifted. 

If you are a digital Nean-
derthal, it’s time to up your 
game. Work with an IT staff 
member or consultant to 
put digital tools to work for 
you and your employees. There are many online 
tools that can make your life, and those of  
your employees, easier and more productive.  

First, learn to use video conferencing. Tools  
such as Zoom.com, FreeConferenceCall.com, 
GoToMeeting.com and many others allow you 
to virtually see and communicate with multiple 
employees face-to-face for free or inexpen-
sively. It is vital that you connect with your  
at-home employees frequently, preferably  
twice a day.  

If you have a larger business, divide your  
workforce into natural teams for these sessions, 
with no more than 10 per group. Send out an 
agenda the night before with a 
list of topics to allow preparation 
time. In the morning or at the 
beginning of the workday, hold 
a short video chat to discuss 
goals and objectives for that 
day in a “top down” fashion.  
At the close of day, hold a “bot-
tom up” conference to allow 
your workers to communicate 
their problems, issues and  
concerns.  

Be sure to allow time in at least one of the  
sessions, probably the end-of-day check-in,   
to acknowledge successes, birthdays and other 
celebrations. Encourage employees to discuss 
personal issues they are dealing with, such as 
juggling work expectations while providing child-
care and homeschooling, fears about getting 
sick or feelings of alienation, isolation and de-
pression. All of this is relevant in this unprece-
dented time, and providing a compassionate 
ear to your employees – just being human – 
goes far to instill loyalty and engagement.  

Tools you should consider to simplify intra- and 
inter-team communications and collaboration 

are project management soft-
ware such as Basecamp.com, 
Trello.com, Plutio.com and 
many others. Explore their fea-
tures to determine which is best 
for your company’s needs.  

Cut down on email, organize 
conversations, encourage  
social connection and provide 
smoother file sharing with 
Slack.com. It integrates with  
numerous apps such as G Suite, 
Office and Dropbox and allows 

How you treat your 
employees and 

communicate with 
them through  

this crisis will deter-
mine if your business 

will come back 
strong or wilt when 

restrictions are lifted.
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employees with either a computer or smart 
phone to work from anywhere.  

Sling.com is a great tool for keeping track 
of back office operations such as schedul-
ing employees across multiple locations, 
tracking employee hours and producing 
timesheets for payroll, while offering some 
of the same platform features as project 
management software, such as communi-
cations functionality and task tracking.  

Regardless of the tools you operationalize,  
remember that they are no substitute for 
the personal touch. You must reach out to 
your team even more now that you are not 
seeing them in the office. Schedule one-
on-ones with employees who are having 
difficulties and offer encouragement and 
empathy. Build humor into your communi-
cations as often as possible – everyone 
needs as much laughter and lightness as 
possible during this dark time.  

When the “all clear” signal has been issued 
to open back up for business, don’t expect 
to go back to normal immediately. Remain 
flexible during the re-entry phase and take 
the time to evaluate what did and didn’t 
work during the shutdown. You will likely find 
that many of the measures you instituted, 
such as morning and evening check-ins 
and productivity software, will translate  
perfectly in your “new” workplace.  

You may find that you are overwhelmed  
yourself during the shutdown or the re-entry 
with challenges to your company culture. If  
so, consider bringing in a communications 
specialist and/or a culture consultant to 
help you navigate these choppy seas.  
With help, your organization will not only  
return to its former steadiness, but realize 
smooth sailing into clear horizons.  n 

The Black Lives Matter global movement, 
which was founded in 2013 following the 
death of African-American teenager Trayvon 
Martin, who was shot while walking to a family 
friend’s house after leaving a convenience 
store, has been steadily gaining momentum 
for years. 

Part of its activism calls on people from all 
over the world to unite, partake in protests 
and rallies, donate to relevant causes and 
educate themselves (and others) on racial  
inequality.” – June 4, 2020 issue Cosmopoli-
tan Magazine - full article https://www. 
cosmopolitan.com/uk/reports/a32728315/ 
black-lives-matter-quotes-celebrities/

Black Lives Matter

https://www.cosmopolitan.com/uk/reports/a32728315/black-lives-matter-quotes-celebrities/
https://www.cosmopolitan.com/uk/reports/a32728315/black-lives-matter-quotes-celebrities/
https://www.cosmopolitan.com/uk/reports/a32728315/black-lives-matter-quotes-celebrities/
https://www.cosmopolitan.com/uk/reports/a32728315/black-lives-matter-quotes-celebrities/
https://www.cosmopolitan.com/uk/reports/a32728315/black-lives-matter-quotes-celebrities/
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By now you should get the picture. This inten-
tional task will help you and your team move  
out of survival, past stabilization and back into 
thriving in a new way. 

Many of you lived 9-11, and all of you know  
the reference. The way you travel for example  
is nothing like we did prior to 9-11. We had to 

change? We had to learn. We had to recreate-
pivot-adjust. COVID19 is no different and far 
more impactful. 

Let’s take a deeper dive into our lessons learned 
and flip the COVID19 new language/words from 
a negative state into a positive new business  
re-entry state and mindset.  n 

PREPARING FOR RE-ENTRY 
The New, New Normal

Unlike what seemed to be the sudden orders to stay at home we do know 
there will come a time to fully re-enter into our new, new normal lives  

both professionally and personally.

How we enter successfully is fully up to us. Us,  
if we prepare, or intentionally prepare. 

Think of it like a work flow chart – ask a question – 
yes, proceed this way; if you answer no, pro-
ceed this way with another question or option. 

So, I am asking you…how are you preparing? 
Now! 

If you follow me on any of my social medias, 
you know I started talking about re-entry  
preparation from day one. 

If you aren’t logging what you want to carry  
forward into your new business’ new normal,  
I highly recommend and encourage you to  
do so now. 

  1.   Go back and make a list of what changed; 

  2.   What you are doing different; what caused it, above the order to stay home 

  3.   What is working; and why 

  4.   What isn’t working; and why 

  5.   Think through product offerings, service offerings; 

  6.   Take note of how you communicate, same, different, better, worse 

  7.   Take note of how you are further engaging your team, how you are shutting the down 

  8.   Take note of what is causing your stress, how are you moving through these triggers 

  9.   Take note of your teams involvement and innovation 

10.   Take note of your ability to change and those of your team members 

11.   Remote work in the future, keep it, toss it, mix it up 

12.   Flex hours, keep them, toss them

By Shelley Smith 
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Re-Entry Terms/Definitions 
 
Re-entry – how you, we re-enter back into 
business – our back to normal or rather our 
new, new normal. 

Re-entry with intentionality of doing busi-
ness in a new, more effective, lessons 
learned way. Bringing forward what we 
started doing better. Stop doing – don’t 
bring back things that really weren’t working 
and we now realize this. Continue doing 
things that worked really well before and 
continue to work. This is product – service – 
communication – training – strategic and 
the list goes on. 

 
Lessons Learned 

• Index communication 
• Index training 
• Index shared leadership 
• Index innovation 

Index X is defined as that moment when 
you first realized those ‘things’ you started, 
you should have been doing all along. At 
first you were forced to think of new ways to 
get “it” done, but now you realize “it” is the 
way to do it moving forward. 

Index employee is defined as the individ-
ual contributor or team that rose to the 
challenge and crisis set before them. These  
include team members at all levels. Their 
positive contagion aided you, your team, 
your organization to get into a flow or  
stabilization to move forward.  

WORDS AT PLAY COVID19 vs. Re-entry

Naming the Disease  
 
COVID-19 is a new name for a new  
disease, coined as an abbreviated form  
of coronavirus disease 2019. 

Coronavirus is the broader name for the 
family of viruses that includes COVID-19, 
and its entry has been revised to show  
that relationship. A new example has  
been added to the entry for novel  
(“new”). 

 

 

 

Diagnosis 

Index case is defined as the first docu-
mented case of an infectious disease  
or genetically transmitted condition or  
mutation in a population, region, or  
family. 

 

 

 

Index patient is defined as an individual  
affected with the first known case of an  
infectious disease or genetically transmitted 
condition or mutation in a population,  
region, or family. 
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Lessons Learned 
 
Index Zero is the individual or team that 
pushed back, challenged the norms/sta-
tus quo to ideate, innovate, from survival 
into stabilization and thinking to the other 
side in order to thrive. 

Tracing Success is defined as dialogues 
and searching for root actions individuals 
and teams who have taken risks to aid  
in future success. They came together  
for a shared common purpose and 
deeper foundation of trust. Understand-
ing what they did, why they did, how  
they did it, and who they involved along 
the way. 

Community Success is defined as  
sharing best practices. Not limited to  
but stemming from trust, shared purpose, 
communication, training, feedback,  
empathy and more. Spreading their 
ease and flow to others in the organiza-
tion to become more agile. 

Multiplier is defined as that leader, that 
team who never faulted, learned from 
their hiccups along the way. Learned 
from them, pushed through them and 
came out on the other side stronger. 
They learned to shared leadership,  
involve everyone, lean in with purpose 
and intentions.

Diagnosis 

Patient zero is defined as a person  
identified as the first to become infected 
with an illness or disease in an outbreak. 

 

Contact tracing means the practice of 
identifying and monitoring individuals 
who may have had contact with an  
infectious person as a means of control-
ling the spread of a communicable  
disease. 

 
 
 

Community spread refers to the spread 
of a contagious disease to individuals in 
a particular geographic location who 
have no known contact with other in-
fected individuals or who have not re-
cently traveled to an area where the 
disease has any documented cases. 
 

Super-spreader and its related noun 
super-spreading refer to an individual 
who is highly contagious and capable of 
transmitting a communicable disease to 
an unusually large number of uninfected 
individuals.
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Go Forward 
 
How will you bring your team back to 
the office? Who will stay, who will have 
options to work remote or office or mix? 
What new services will you add? What 
you eliminate? How has your org chart 
changed? How will you become more 
agile with your lessons learned. For every-
one company, it is different. But for all 
going back to the ‘old’ way just doesn’t 
make sense now.  

Shared Leadership means inclusion at 
all levels. Moving into agility, innovation, 
collaboration, decision making intention-
ally. Leveling up servant leadership and 
empowerment all together. 
 
 
Forecasting the curve is defined as not 
waiting for crisis but always looking at the 
climb, the hill, and what’s on the other 
side instead of tabling it for another  
day, another opportunity, a missed  
opportunity.

Prevention 
 
Social distancing is a new term for most 
of us, but has become ubiquitous in cov-
erage of safe practices for preventing 
the spread of the disease. A new defini-
tion has been added to social distance 
and the verb socially distance has also 
been added. 

 

 

 

Self-quarantine means to refrain from 
any contact with other individuals for a 
period of time (such as two weeks) during 
the outbreak of a contagious disease 
usually by remaining in one's home and 
limiting contact with family members. 

Flattening the curve –  stopping new  
infections at any given time, reducing 
the volume of cases 



www.PremierRapport.com                                                                                                                                Culture Matters  |  44  

Combat the Spread 

To combat the spread of 
dangerous pathogens, 
such as the coronavirus, 
that effort includes hand 
washing, refraining from 
touching your face, social 
distancing and isolation – 
all intentional acts. Symp-
toms of a virus inside your 
company or team include: 

• anxiety  

• stress 

• frustration 

• boredom 

• low morale 

• high turnover  

• high absenteeism  

• disengagement  

• decreased  
   productivity  

Some things, such as viruses, rumors and low 
morale, spread easily with little effort. It takes in-
tention to spread healthy behaviors, employee 
engagement and positive workplace attitudes. 

The Second Law of Thermodynamics, also 
called entropy, says that left to themselves, 

things tend to degenerate. Clothing wears out, 
houses fall into disrepair, plants and animals 
decay, and a virus spreads around the world. It 
takes effort and energy to combat entropy and 
keep systems from falling apart. The same is true 
for creating a desirable corporate culture. 

Stop the Spread of Workplace Negativity 
‘Viruses’ Through Intention, Planning and Monitoring

It takes effort and energy to stop or prevent these negative contagions from 
spreading throughout your organization and sapping its lifeblood.

By Shelley Smith 
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How to Stop Entropy: Set Intentions 

The way to stop entropy begins with intention. Just as it takes intention to stop the spread of  
the virus, it takes intention to prevent a devolving culture in business and turn it into a positive 
environment where employees and profits can thrive.  

You must set your intentions to address issues such as lack of engagement, increased turnover, 
hard-to-fill positions, low sales, low productivity and lack of profit. To correct these viral problems:  

• you must decide what kind of culture you want for your organization,  
• then take intentional actions to get there through: 

o intentional communication strategies 
o intentional hiring 
o intentional training 

Take Action in Four Steps

First you must designate or appoint your proxy if it isn’t you or, in COVID terms, your 
“patient zero” with regards to your culture curation.  WHO will be responsible for 
beginning the trend… for beginning the positive contagion? It’s important that  
you DELIBERATELY appoint your own culture curator! You can have more than  
one curator but you need at least one.

Once you have appointed your patient zero or proxy and set your intentions to  
improve your culture, collect and analyze data to provide a baseline. These data 
originate with employee and customer satisfaction surveys, retention rates, sales 
figures, financials, and other measurements that indicate effectiveness. Negative 
trends indicate opportunities for intervention and improvement. 

For your litmus test use the IMPACT® model (Intentions, Measurement, Process  
& Performance, Accountability, Collaboration, Timeline & Tactics) to make it all  
tangible and outcome driven. Using this model allows you to become far more  
intentional and actionable towards a pre-determined outcome. 

Then develop strategies to achieve your goals in relation to your company’s mis-
sion, vision and values statements. Every action you take should be consistent with 
your mission and enhance your commitment to the kind of culture you want to cre-
ate. For example, if one of your values is employee empowerment, make sure that 
your strategy to improve productivity does not include micro-managing your team. 
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Every strategy that you implement must include 
accountability. Determine from the beginning 
how you will hold the entire team accountable – 
including management and line workers. When 
they achieve your identified outcomes, reward 
and recognize team members for behaviors 
aligned with your goals and mission, vision and 
values.  

When you identify your people problems and 
apply this system, you are stopping the spread 
of a deadly “virus” throughout your culture that 
will kill the host organization. With consistent 
monitoring and updating, you are, in effect, 
“vaccinating” it against future outbreaks of  
negativity and disengagement.  

If you need help to analyze your data, com-
plete your IMPACT® model, develop a plan  
and implement strategies, you may benefit from 
hiring an experienced culture consultant to 

guide you through the process. The investment 
will repay you many times over in the form of  
increased productivity and profit.  

Remember culture isn’t built in a day; it’s built 
daily. Defining and maintaining a culture is 
much more cost effective and easier than  
rebuilding or repairing.  n 

Accountability and Alignment of Expectations

My department has been working diligently to plan and mitigate the 
risks associated with the Pandemic since the first week of March.  The 
work our senior staff members have done during this time to protect 
and grow the business and manage the productivity and well-being of 
the staff has been extremely demanding.  Like always, we have risen to 
the challenge and put ourselves in a position to come out ahead. 

Remember culture isn’t built in a day; it’s built daily. 
Defining and maintaining a culture is much more 

cost effective and easier than rebuilding or repairing. 
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Global Ranking

Culture Curator Professional Certification Named #7 in the World.
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Our Clients
Our clients love us as much as we love them!
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Follow us on Social Media
FACEBOOK: www.facebook.com/ShelleySmith.PremierRapport 

TWITTER: www.twitter.com/PremierRapport 

LINKED IN: www.linkedin.com/company/premier-rapport 

YOUTUBE: www.youtube.com/user/premierrapport 

INSTAGRAM: www.instagram.com/smith_shelley 

PINTEREST: www.pinterest.com/shelleydsmith25/workplace-culture

Books

The work you have done with the team over these past few years 
has really made a difference in the team dynamic and how we 
responded to this crisis.  I just wanted to thank you for all of your 
hard work along with the guidance you provided them during 
these times. 

How To Avoid 
Big Fat Failures (BFF) 
Align your mission, vision, 

values and culture  
for your employees.

The 
Connection 

Boost each introduction 
with this playbook for 
CEOs and executives.

Employee 
Engagement 

Panel discussion with  
top executives to  
discuss employee  

engagement trends.

Brass Ovaries 
Own Yours 

Learn how to master the 
mindset and change the 

game at any age.
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Places I’ve Been Published 
Shelley’s advice can be found in these magazines, shows and outlets.
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About Me
Expert Corporate Culture Curator and Adviser

Shelley D. Smith is a best-selling author, consult-
ant, and Founder & CEO of Premier Rapport 
consulting firm. Her experience over the past 
35+ years has earned her a reputation as the 
expert in business culture. She has applied her 
model of culture inquiry in businesses all along 
the East Coast and beyond. Her success stems 
from the strength of her personal approach, 
|asking tough questions to hone in on pain 
points and areas of growth opportunity. 

A highly-sought-after speaker and business  
culture consultant, Shelley is also a published  
author. The most recent of her five books,  
How to Avoid Culture Big Fat Failures (BFF), has 
rattled and disrupted corporate America in a 
highly effective manner. Her culture approach 
includes four phases: inquiry, analysis, creation 

and curation. Numerous C-suite executives  
have tapped Shelley for her sharp insight and 
professional recommendations to shape the 
culture they’ve envisioned, increase profitability, 
decrease employee turnover and retain  
top talent. 

Companies of all sizes are taking note of  
Shelley’s ability to put out fires as well as cultivate 
a company culture that is more fire-resistant 
moving forward. The Premier Rapport consulting 
firm delivers authentic, focused, actionable,  
and measurable results in a timely fashion,  
with an emphasis on long-term solutions. 

Find Shelley’s advice and wisdom in various 
publications, podcasts, DisruptHR events, SHRM 
events and culture conferences, as well as  
her blog.

The Culture Curator Is …  

• Passionate: Fueled by all things culture, Shelley’s waking hours are consumed by  
brainstorming strategic culture messages to help companies improve, engage, and grow.  

• Bold: Shelley tells it like it is. Direct yet compassionate: call on Shelley when you’re ready  
to say goodbye to yes-men and hello to a fresh start. 

• Prompt: Accountable and aware of your needs, limitations and deadlines, Shelley keeps  
her commitments, meets her goals and consistently exceeds expectations. 

• Trustworthy: Reputation is everything in business, and Shelley's is pristine. When your walk  
and talk are synchronized, everything else follows naturally. 

• Customer-Oriented. Enough about me, let’s talk about YOU.



 Samples of Culture Playbook Pages to Get Your Creative Juices Flowing. 
For more information about creating your playbook pages https://premierrapport.com/workplace-culture/culture-playbook/


