














PRAISE FOR 1001 WAYS TO ENERGIZE EMPLOYEES


“We all know the power of a good story. A good example provides us with much the same. In 1001 Ways to Energize Employees, Bob Nelson has given us a resource that not only shows us what others have done to get the best from employees, but what we can do as well.”


JACK CANFIELD, PRESIDENT, SELF-ESTEEM SEMINARS CO-AUTHOR, CHICKEN SOUP FOR THE SOUL


“Energized employees are a vital force in any successful organization. Bob Nelson’s new book shows us how to unleash this power through a wealth of practical examples that are sure to inspire new heights of employee performance.”


J.W. MARRIOT, JR., CHAIRMAN AND CEO, MARRIOT INTERNATIONAL, INC.


“Once again, Bob Nelson has cut through the smoke and mirrors, confusion, and double talk of an important area and given managers a useful tool kit. A must read.”


RON ZEMKE, CO-AUTHOR, COACHING KNOCK YOUR SOCKS OFF SERVICE


“Usually, I ignore books that claim ‘1001’ anything. But as soon as I started reading Bob Nelson’s new book, I found myself circling item after item that had great value for my work and my clients.”


JOEL BARKER, PRESIDENT INFINITY LIMITED, INC., AUTHOR, PARADIGMS


“I couldn’t agree more with Nelson’s findings, and his book backs them up with quick, usable ideas we should all consider.”


HAL ROSENBLUTH, CEO, ROSENBLUTH INTERNATIONAL


“Nelson has provided a catalogue of practical and do-able ideas and suggestions. Start anywhere in the book, but get started in enabling others to act.”


BARRY Z. POSNER, PH.D., PROFESSOR OF ORGANIZATIONAL BEHAVIOR, LEAVEY SCHOOL OF BUSINESS AND ADMINISTRATION, SANTA CLARA UNIVERSITY


“Bob Nelson’s new book is filled with practical wisdom that can help any business become more energized, more successful, and yes—more fun!”


MATT WEINSTEIN, FOUNDING PRESIDENT, PLAYFAIR, INC. AUTHOR, MANAGING TO HAVE FUN


“This is a great book! It is a high performance handbook you can use to be a better manager in everything you do that affects other people.”


BRIAN TRACY, PRESIDENT, BRIAN TRACY INTERNATIONAL, AUTHOR, ADVANCED SELLING STRATEGIES
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FOREWORD



We like things fast. We don’t have time to study. The world is changing so rapidly that by the time we learn something, it has often changed in some way, shape, or form. We want information in small bites, fat-free doses that will give us a boost to a new level until the next new idea comes along. At the same time, we want satisfaction, proof that even though life is moving quickly, we are gaining on it and we are making a difference.


Well, help has finally arrived in the form of 1001 Ways to Energize Employees. A long overdue collection of ideas from people who have done simple things to make this high-speed race a little more manageable.


Bob has spared us from new theories, models, or paradigms, instead offering us insight into most energizing techniques that managers in companies across America are successfully using today. He cuts to the heart of the matter, giving us ideas that have worked for others and will work for you if you take the time to give them a try.


Organizations need energized people. Open-book management, employee empowerment, continuous improvement, participative management, and self-directed work teams are all concepts that seek to energize employees by making them a more integral part of the workplace. Bob has researched the most practical elements of these concepts and put them into a form that makes sense and that can be put to use right away.


He allows the reader to apply a general premise to his or her own specific situation, unique needs, or constraints. He vindicates and validates the use of ideas. He gives us what will work best.


We no longer need to wait. We can get started in small, immediate ways that make a difference, confident that we will make progress if we take the initiative to act. This book confirms all those thoughts and feelings about managing people you already had in your heart and mind, and when you are through reading it you will know that you were always right.


With Bob Nelson’s book, the challenge of energizing people just got a little easier.


Jack Stack, President and CEO, SRC Corporation
Author, The Great Game of Business
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INTRODUCTION



In 1001 Ways to Reward Employees I was able to show that a simple principle, well applied, could make a significant impact on the operations and success of any organization. The power of positive reinforcement and the notion that “you get what you reward” was common sense, but not common practice in most organizations I’d observed.


With 1001 Ways, managers who were interested in improving the morale and performance of their workers suddenly had a valuable resource at their fingertips—a book full of ideas other managers had successfully used for obtaining improved performance from their employees. As an added bonus, managers could see that the least expensive and relatively easy rewards were ironically often the most motivating to employees. Any manager could put the principle of “catching people doing something right” into practice and instantly begin to obtain results. As they kept with it, recognition practices spread throughout their organization, becoming an integral part of the company’s culture and a distinct competitive advantage for the organization.


[image: image]


As powerful as recognizing and rewarding desired performance is, through my work with hundreds of companies, I began to see that other workplace practices and activities that were not traditionally considered rewards could have an equally powerful impact on employee initiative, involvement, and commitment. I started collecting examples of practices that made people want to come to work, excited about doing their best, every single day.


I sought to discover organizations that treated people as though they were their most valuable asset—instead of just saying it was so. These organizations obtained impressive results and were more competitive precisely because of the way they treated their people. I found that such companies were special places where employees enjoyed coming to work, morale was strong and productivity was even stronger. In these companies, individuals brought their best thinking and ideas to the workplace on a daily basis, did what needed to be done without being told, and felt they had a significant impact in their jobs.


This book presents the results of my research. In the chapters that follow, you will find simple techniques and activities that can serve as extraordinary energizers. Whether you are looking for cost-saving ideas, improved decision making, enhanced employee initiative, or ways to retain your most valued employees, you’ll find ideas that you can readily put into practice, which will make it easier to get the best from your employees each and every day.


Part I focuses on the individual, and gives energizing techniques that managers can use to enhance the one-on-one manager/employee relationship and the effectiveness of the individual employee.


Part II addresses team efforts and offers techniques that can be used to increase the effectiveness of any team, department, or group. More and more organizations today are turning to teams to get projects done; this section shows what leading companies are doing to achieve the best results from their teams.


Part III discusses the organization and shows techniques and systems for getting desirable results from employees throughout the entire organization.


In addition, throughout the book you will find highlights from recent research, quotes from business leaders, case studies of exceptional companies, and sample corporate vision statements that relate to the topic of energizing employees.


My hope is that as you read it, you will come to believe that what and how you communicate with your employees is as important as what you pay them, that involving employees in decisions that affect them will result in better decisions that are more readily implemented, and that the skills and training employees receive at work are as essential for their long-term relationship with the organization as the size of their last bonus. I know that you will find examples and techniques throughout this book that can be readily implemented in your own workplace to make it—and everyone in it—a little more successful.


Bob Nelson
San Diego, California
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PART I
ENERGIZING INDIVIDUALS



At the core of an energized workforce is the quality of the one-on-one relationships that individual workers have with their managers, and the trust, respect, and consideration that their managers show toward them on a daily basis. Getting the best out of workers is above all a product of the “softer” side of management—how individuals are treated, inspired, and challenged to do their best work—and the support, resources, and guidance that is provided by managers to help make exceptional employee performance a reality.
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The work environment and the degree to which it serves to enable or inhibit individuals in getting work done is also important. Something as simple as sprucing up a drab workplace or holding an occasional morale-building celebration can make a difference. Providing schedule flexibility or the best equipment for getting the job done right may cost more, but can be money very well spent.


This section is about the kinds of things managers can do to energize employees. As you will see in the examples that follow, it doesn’t necessarily take much to bring out the best in people: simply asking for their opinions, providing them with timely information that is important to them or involving them in decisions—especially when those decisions directly affect them or their jobs—can be very effective.





Building Morale



What can one person do to energize his or her employees, coworkers, or managers, and improve morale in the process? A lot! According to a recent survey by New York City-based consulting firm Towers Perrin, 75 percent of employees polled believe they can have a direct impact on their company’s success and 72 percent derive a sense of accomplishment from their jobs.


Think about a particularly tough day you’ve had recently—maybe the copier jammed one time too many, or a customer decided to vent his or her anger at you. Just when it seemed that all was lost, your boss dropped by to thank you for doing a terrific job on an assignment that you are particularly proud of. Suddenly, your troubles with the copier and the angry customer were forgotten—replaced with the personal satis faction of being recognized for a job well done.


During the busiest times of the year, executives at the Cigna Group, an insurance company headquartered in Hartford, Connecticut, personally push coffee carts around the office, serving drinks and refreshments to their frontline partners. As they serve, the executives coach and encourage their colleagues as well as hear about real consumer issues from those who know customer concerns the best.








“People today are looking for much more than a paycheck. They want to be treated like human beings. That may sound obvious, but a lot of employers still don’t get it.”


MITCHELL THALL
President, Epicure





Herb Kelleher, CEO and co-founder of Dallas-based Southwest Airlines, has discovered that by becoming personally involved in the workplace and in the jobs that his employees do, he can unleash a tremendous amount of energy among his workers. For example, Kelleher often helps flight attendants serve beverages to customers when he flies on his airline.








The Importance of Connecting


How can managers tell when they are connecting with their employees? In his book Getting Employees to Fall in Love With Your Company, Jim Harris offers the following guidelines:


1.  When you connect, employees feel free to speak up. They know their opinions matter.


2.  Connected employees are confident that they will receive timely information concerning things in their particular area and the company at large.


3.  Connection results in employee commitment. Employees who do not feel connected to their companies seldom offer the extra energy or ideas that are so essential to succeeding in today’s marketplace.


4.  You are connecting when you understand the needs of your employees. Mutual understanding between employees and management is the only way to attain the goals of high-quality, great service, and a fair profit.





President Tom McConnell of Boston’s New England Securities Corporation urges his employees to try to solve problems themselves when they see them and to take pride in and “ownership” of the solution. To inject a dose of energy into his workforce, McConnell distributed customized T-shirts with the slogan “See it, Do it, Own it” to employees.


To ensure that employees know he has read their reports, Harry Seifert, CEO of New Oxford, Pennsylvania-based Winter Gardens Salad Company, stamps “Read by Harry” on reports and then routes them back to employees, often adding personal comments. According to Seifert, the quality of reports he receives has improved since he started using the rubber stamp.


Employees who have a sense of ownership of the products they produce are energized employees. Cooper Tires of Findlay, Ohio, has a long-standing tradition that is a great source of pride for its workers. In recognition of their contributions to the company, operators are allowed to stamp their names on the inside of the tires they produce.


The Dallas office of Ron McDougall, president of Brinker International, is filled with cow bric-a-brac, including cowbells and ceramic cow lamps. Why? It’s his way of encouraging everyone in the southwestern-themed national restaurant chain to seek out and destroy any sacred cows that eat away at productivity and profit. McDougall calls this program “Cowabunga.”








“Give people a chance not just to do a job but to have some impact, and they’ll really respond, get on their roller skates, and race around to make sure it happens.”


ROBERT HAUPTFUHRER
Chairman and CEO, Oryx Energy





In many companies new-hires are shown to their desks, given a pile of reports to read, and expected to get right to work. At Hewitt Associates, a compensation-and-benefits firm headquartered in Lincolnshire, Illinois, new employees aren’t taken for granted. “I joined the firm about six months ago as a writer/consultant in New Jersey,” says new-hire Vernon Valentine. “I was surprised at the level of detail that had gone into the preparation for my arrival. The secretary had ordered all the supplies I would need—not just paper and pens, but schedule books and a wall calendar as well. One of the more experienced writers left a welcome note on my desk, along with a “survival kit” (including a candy bar and nerf ball)… and everybody came by my office to personally welcome me to the team. For the first two weeks or so, every day somebody made a point to stop by and ask me to lunch. Perhaps the most surprising, my name had been automatically added to the office softball roster—the folks who interviewed me had really listened.”
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“The highest achievable level of service comes from the heart, so the company that reaches its people’s hearts will provide the very best service.”


HAL ROSENBLUTH
CEO, Rosenbluth International





To improve the morale of its drivers, Bar-Nunn Transportation of Granger, Iowa, provides them with two monthly publications—a newsletter and a four-hour cassette tape loaded with industry and company news, country music, information on company benefits, and personalized messages such as birthday announcements. Since creating these, the company has experienced a 35 percent reduction in its turnover rate.


When managers go out of their way to do something special for their employees, both managers and employees become energized. At Physio-Control, a producer of cardiac care equipment in Redmond, Washington, employees who attend fourth-quarter meetings are treated to a pancake breakfast served by senior managers. The employees are energized by being invited to attend the meeting and by the special effort made by managers to serve them.
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Management at Advanced Micro Devices, a semiconductor producer located in Sunnyvale, California, keeps employee morale high by putting employees first. In the words of CEO and founder Jerry Sanders, “If we take care of our people, products will be created, and profits will follow.” This philosophy was put to the test when the company had to break its long-standing no-layoff policy. During a prolonged downturn in the computer chip market, Sanders and the rest of the company’s management team did everything possible to cut costs and avert layoffs. The employees they did eventually have to lay off were offered very generous severance packages, a consideration which earned the respect of employees.








“If you show people you don’t care, they’ll return the favor. Show them you care about them, and they’ll reciprocate.”


LEE G. BOLMAN & TERRENCE E. DEAL
Leading with Soul: An Uncommon Journey of Spirit





When Mike Warren became president of Alagasco of Birmingham, Alabama, the largest distributor of natural gas in the state, he had to overcome more than 130 years of tradition in order to break the “utility mind-set” and empower employees to make improvements in the way they did business. According to the Company’s vice president of human relations, David Self, the mind-set was “If it worked last year or five or ten years ago, then don’t fix it.” As a way of sending a message to employees who held onto this mind-set Warren had a special rubber stamp made with the image of a dinosaur. Whenever he read any company document—a letter, memo, or proposal—that exhibited this mind-set, Warren stamped it with his dinosaur stamp, and returned it to the author.


All new employees want to feel they have an important role to play in an organization. This is particularly true when one company buys another, and employees are uncertain of their roles in the new organization. Energizing companies meet this challenge by going out of their way to welcome the newcomers, and to quickly absorb them into the corporate culture. When AT&T acquired Kirkland, Washington-based McCaw Cellular Communications, all McCaw employees received packets that included coupons for AT&T discounts, a pamphlet of greetings from AT&T employees, the AT&T mission statement, a “welcome” video from AT&T executives, a poster and T-shirt emblazoned with the words “Who will lead the future of communications? We will,” and a sheet of “We Will” stickers.








“Having a good time is the best motivator there is. When people feel good about a company, they produce more.”


DAVE LONGABERGER
CEO, The Longaberger Company





At Rosenbluth International, a Philadelphia-based corporate travel agency, employees can look forward to special company events such as Hawaiian Shirt Gonzo Friday, Hoagie Day, and the formal “Salmon-chanted Evening” during August’s Associate Appreciation Month.


Energizing managers aren’t afraid to tell their employees how much they appreciate them. When Ed Stewart, an employee of Dallas-based Southwest Airlines, turned down a better-paying job offer to stay with Southwest, CEO Herb Kelleher walked into his office and kissed him.


Doug Bergum, founder and CEO of Great Plains Software, an accounting software firm located in Fargo, North Dakota, walked onstage during one of the company’s annual dealer conferences and discussed in great detail the mistakes he had made by prematurely bringing a software upgrade to market. He then proceeded to smash three fresh eggs on his forehead. This action energized his employees not only by injecting a note of humor in the proceedings but by bringing the CEO off a pedestal. By publicly admitting his mistakes, he showed that he’s human too.








“Disney knew you couldn’t have a supervisor in the back room yelling at you and then walk through the front door and greet a guest with a big smile as if nothing were wrong.”


SHARON HARWOOD
Manager, Disney University





To show production workers that they are valued, Eriez Magnetics, a producer of magnetic laboratory equipment located in Erie, Pennsylvania, provides all their factory workers with engraved plates displaying their names and positions and posts them at employee workstations. According to CEO Chet Giermak, “People like to see their names up there. Everybody wants to feel needed and useful.”


Celebrations play an important role in energizing employees and improving their morale. At the headquarters of Ben & Jerry’s Homemade Ice Cream in Waterbury, Vermont, co-founder Jerry Greenfield coordinates such special events as “National Clash Dressing Day” and “Elvis Day,” on which everyone is served greasy hamburgers.
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At the end of “Pump-It-Up Week”—a week dedicated to improving the morale of employees—workers at BookCrafters in Chelsea, Michigan, look forward to a Breakfast of Champions. Managers energize the company’s employees by taking the time to personally serve them breakfast.








“Employees will be more receptive to formal, organization–wide programs if they believe that the company really cares about them on a personal, day-to-day basis.”


ROSALIND JEFFERIES
Rewards and Recognition Consultant





Whenever they achieve a major success, employees at Atlanta-based Corporate Resource Development, a sales and marketing services company, set off a siren to let all their coworkers know about it.


Employees at Apple Computers in Cupertino, California, often use kazoos instead of applause to show their approval (or disapproval) of speakers at company meetings.
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Each employee at the Gap’s Canadian Distribution Center in Brampton, Ontario, was asked to place a pushpin on the country of his or her birth on a world map permanently displayed in the lobby. The 64 employees placed pins in their 15 countries of origin, creating a visual display that energized by recognizing diversity through heritage.


The human resources department at Data General, a computer manufacturer in Apex, North Carolina, has instituted a “fiscal New Year’s celebration” that occurs in October of each year. The department energizes its employees by celebrating the prior year’s accomplishments, making resolutions for the new year, and developing a list of the top ten things employees would like to see happen. According to human resources manager B.D. Sechler, “Everyone gets a good laugh out of it. It’s a great way to set the tone for the coming year.”








The Vision Thing


Hartford, Connecticut-based diversified manufacturer, United Technologies Corporation offers these guidelines to help management and workers develop a shared vision:


• Communicate your views honestly and directly during discussions with employees about their performance.


• Make sure others have the information they need to do their jobs.


• Allow your employees to influence their own performance goals.


• Get out of your office: Be visible and accessible.


• Communicate a clear view of the long-range direction of the unit.


• Listen carefully and consider the opinions of others open-mindedly before evaluating them.


• Communicate high personal standards informally—in conversation, day-to-day contact, etc.





When employees at Douglas Aircraft Distribution and Services Company in Long Beach, California, generate $10,000, they are encouraged to ring a large brass bell.


Pioneer/Eclipse, a manufacturer of floor-cleaning equipment in Sparta, North Carolina, takes customers on tours of the company’s plant. While there, they are introduced to the line workers who build the clients’ products. Workers take pride in telling the customers about the part they play in creating the company’s products.


Original Copy Centers in Cleveland, Ohio, welcomes all new employees to the team by giving them a set of personalized business cards. Says president Nancy Vetrone, “It’s a very simple way to recognize each person as important. The company also prints an employee yearbook that includes photos and personal information such as favorite music, best childhood memory, and ‘My Role at Original.’ Cost for the 110-person company? $1,600, with most of the production done in-house.




SUGGESTION BOX


• Set time at the end of a special day to celebrate the achievement of a department or company milestone. Ask individuals to share what their part of the project was, and to tell any humorous anecdotes. Serve ice cream, pizza, or doughnuts.


• Give out humorous certificates of recognition to acknowledge individual achievements.


• On a new employee’s first day of work, make sure that his or her desk is ready and waiting—clean and stocked with office essentials such as paper, pens, stapler, and tape.





When cashiers told the store manager at a Wegmans supermarket in Rochester, New York, that they felt they deserved a special day in recognition of their hard work, the manager quickly agreed. Within a month, the store walls were covered with posters announcing “Cashier Appreciation Day.” On that day each cashier received a flower and a free lunch.


After discovering that a lack of nighttime bus service was forcing some of his third-shift workers to spend up to 15 hours on site, Dwayne Greer, manager of an Essilor of America plant in Mexico, arranged for a local taxi company to pick them up and drop them off at their homes. Within one year, this inexpensive program transformed a tremendous turnover problem into the enviable challenge of having to manage a waiting list of employees and applicants eager to join the third shift at the optical lenses plant.
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Domino’s Pizza, which is headquartered in Ann Arbor, Michigan, conducts an annual Olympics that includes competition in the areas of veggie-slicing, driving, dough-making and catching, and, for ad ministrative employees, telephone and interpersonal skills. The opportunity to show off their work skills energizes employees and improves morale.








“It’s no good saying you can’t afford to look after your staff. You can’t afford not to.”


JULIAN RICHER
Founder, Richer Sounds





Vice presidents at Nobel/Sysco, a food distribution company in Denver, conduct regular employee appreciation lunches where they cook and serve the food. As employees pass through the serving line, the vice presidents tell them how much they are appreciated.


Hewitt Associates, a benefits-and-compensation firm located in Lincolnshire, Illinois, puts its employees first. “Last fall my three-year-old son had open-heart surgery, my wife was confined to bed with a high-risk pregnancy, and our daughter was born prematurely,” says employee Steve Peterson. “Even though I handled a heavy client load, Hewitt arranged for me to work part-time for three months, maintained my benefits, and installed a computer at home so I could be with my family as much as possible. At first, I was nervous about how this might affect my career. But the attitude here is that family comes first.” When the company celebrated its 50th anniversary, the company hired two temporary employees to cover the reception area so that the regular receptionist could attend the party. Sue Kachnovitz, the receptionist, says, “It made me feel very good to know that even the little people are remembered.”


Advertising agency Dahlin Smith White gives all its employees a small “art budget” to use in decorating their offices. The only rule is stated in this Salt Lake City company motto: “Do something wild!”








“The best way to inspire people to superior performance is to convince them by everything you do and by your everyday attitude that you are wholeheartedly supporting them.”


HAROLD GENEEN
Former CEO, IT&T





The Pinellas County, Florida, public school administrative offices have designated a small area where employees can drop off clothing for dry cleaning in the morning. A local dry cleaner picks it up and returns it by the end of the workday.


London-based graphic design agency, What If, has implemented the “James Brown Principle,” a policy of doing things to make employees “feel good!” The James Brown Principle has brought What If employees many unusual benefits, including an open account at the local pub, fruit and vitamin deliveries to the office, and company-paid visits from a spiritual healer.
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Charlotte, North Carolina, manufacturer Wilton Conner Packaging employs an experienced maintenance worker, who is available to help employees with household tasks—everything from painting houses to unclogging drains and even building on additions—all for the cost of supplies only. The company also provides a “Buck a Load” laundry service—for $1 a load, employees can drop off their laundry and have it washed, dried, and folded.


At Miami’s Baptist Hospital, employees give themselves a break from the tension of the hospital environment by throwing a “Monotony Breaker Day” on minor “holidays,” such as Oktoberfest or the birthday of a famous poet. Snacks, drinks, and room decorations all celebrate the day’s theme, and employees are encouraged to drop by the party-room when it is convenient, to socialize or just relax and take a break.








“Every single person you meet has a sign around his or her neck that says, ‘Make me feel important.’ If you can do that, you’ll be a success not only in business but in life as well.”


MARY KAY ASH
Founder, Mary Kay Cosmetics





Once a year, employees at meat-processing equipment manufacturer Townsend Engineering of Des Moines, Iowa, may send up to $50 worth of flowers to a friend or loved one at the company’s expense.


At Sunnyvale, California’s Advanced Micro Devices (AMD), management promotes teamwork and boosts morale by banning exclusive perks such as executive dining rooms and reserved parking spots.


Cincinnati, Ohio-based Roto-Rooter, a nation wide plumbing chain, holds an annual employee appreciation week. Each day of this special week is chock-full of activities, including an employee appreciation toast and reception, a catered hot breakfast buffet, employee-management dinners, and even ice cream delivered to employee desks by the company’s president.
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Richard Anderson, CEO of Lands’ End, a catalog retailer in Dodgeville, Wisconsin, believes that a company’s fostering a good relationship with its employees is simply good business. “I think the first principle of the company, the foundation, is to treat all our people as we would like to be treated. This is not a company where people stand on titles or things like that. People talk to each other. People call me by my first name. The better they feel, the better their benefits, the better they’re taken care of, the more we prosper. And we believe if our people feel good, their positive attitude comes out over the phone. It’s kind of simple, but that’s about the truth of it.”








“The mistakes that people will make are of much less importance than the mistake that management makes if it tells them exactly what to do.”


WILLIAM MCKNIGHT
Former CEO, 3M





To recognize the difficulties presented to employees’ families when workers are required to work long periods of overtime, BurJon Steel Service Center of Springboro, Ohio, sends flowers and free dinner coupons directly to the workers’ spouses or significant others along with a personal note of thanks.
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When Hewlett-Packard in Palo Alto, California, closed its printed circuit board division, employees staged a New Orleans-style jazz-band funeral to help employees deal with the emotional loss. After a 30-minute eulogy recounting the history and achievements of the division, a symbolic coffin was buried, and the funeral became a celebration.


To demonstrate to all employees how important their jobs are, Anne Robinson, president and CEO of Windham Hill Records in Palo Alto, California, holds an hour-long meeting every Monday morning for all 30 employees at company headquarters. Everyone from the warehouse stocker to Robinson herself gives a two-minute summary of what he or she plans to accomplish in the upcoming week. According to Robinson, employees report more accurately than if a manager spoke for them, and they are instilled with a sense of pride in their work.








“We can invest all the money on Wall Street in new technologies, but we can’t realize the benefits of improved productivity until companies rediscover the value of human loyalty.”


FREDERICK REICHHELD
Director, Bain & Co.





When overnight shipper Federal Express of Memphis, Tennessee, took over Flying Tigers, an air freight company, the employees of Flying Tigers and their families were treated to a welcome that they will not soon forget. As they stepped off Boeing 747s chartered by FedEx for the event, the employees and their guests were greeted by cheering crowds of Federal Express employees as they walked a red carpet to the welcoming committee, which included the CEO of FedEx and the mayor of Memphis.


[image: image]





Empowerment, Independence, and Autonomy



Empowerment—giving employees the responsibility and the authority to get things done their way—can unleash tremendous amounts of worker energy. Employees want to feel that they are trusted and valued members of the organization. When they are granted independence and autonomy, not only can their supervisors concentrate on other issues, but the employees are able to make better decisions—and they’re usually a lot happier on the job. When asked how his company was able to increase earnings by 246 percent—to $3.7 billion—Chrysler’s chief executive officer, Robert Eaton, replied: “If I had to use one word, it’s empowerment.”


There’s nothing that pumps up an employee’s energy more quickly or more completely than when he or she is supported for showing personal initiative or for going out on a limb to provide better service or products to a customer. Smart businesspeople know that it makes sense to empower their workers—even if they make a mistake or two along the way. According to a Gallup survey of 1,200 U.S. workers, 66 percent of respondents say their managers have asked them to get involved in decision making, but only 14 percent feel they have been empowered to make those decisions. Don’t just talk empowerment—give your employees real independence and autonomy!


[image: image]




SUGGESTION BOX


• When an individual does a good job on an assignment, let him or her choose the next assignment.


• Whenever possible, allow flexibility in working hours. Focus on employee results, not presence.
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