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Praise for CULTURE THROUGH CRISIS


“Having worked with Andrew and his Medix family in the midst of the COVID pandemic, I can testify that their spirit of family (Ohana) is contagious and resilient. This book is a recipe for success in the midst of challenge and change, and a prescription for preventing burnout.”


Heidi Hanna


New York Times best-selling author and stress mastery expert


“Leading companies has never been more difficult. Developing culture is an important fundamental to any company’s success. This is a must-read for executives, leaders, and managers looking for ideas on how to develop culture in their organizations.”


Brad Alberts


President and CEO, Dallas Stars


“Having a strong culture is easy when everything is going well, but what happens when your culture must deal with a crisis? This story is an excellent example of how to propel your culture forward by leaning into your purpose and values during times of adversity.”


Steve Jones


Speaker, Best-Selling Author & Leadership Coach


“I met Andrew on the conference circuit about twelve years ago as a sales rep, and what struck me was that Andrew was a successful entrepreneur who was always in the front row at every session and would not waste a minute. I realized curiosity in action is one of Andrew’s many superpowers and an essential ingredient for success and culture building. In Culture through Crisis, you will learn how to push the boundaries of conventional wisdom by challenging the status quo and using culture as your shining light. It is a straightforward guide to making better choices and remaining agile in uncertainty. Culture through Crisis demonstrates what it takes to win and inspire others by building concrete foundations centered around humility. I have no doubt you will learn something practical and also transformative, not only about success but also why it’s essential to care about the world you impact. I left feeling enriched with a new perspective and fuel to navigate my journey. Enjoy!”


Marcus Sawyerr


Founder and CEO, EQ Community


“I have worked with Andrew, and his inspiring mission to positively impact lives through business is remarkable. He exudes positive purpose, and it shows through in his company culture and in the words in this authentic and easy-to-read book. Buy it, read it, and buy one for someone who needs it.”


Shaun Tomson


Former world surfing champion, best-selling author, and purpose activist
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For my dad.


My best friend.


My hero.


My inspiration.
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He emigrated to the US at the age of thirty-six with a wife, two kids, and the hope of providing endless opportunities for his family. He couldn’t read, write, or speak any English, but that didn’t stop him from chasing his dream to come to this country and give it a shot.


This book is all about positively impacting lives, and my dad has made an incredible impact on everyone he has met. As a child, I watched him and was inspired by his generosity toward others. Simple acts of kindness made him stand out inside a crowded world, and he will be forever remembered for the lessons he instilled in me.


I write about him in past tense because he has passed since I began working on this book. The world has lost an amazing husband, father, grandfather, and role model. His passing has hit me in a way that cannot be described in words. To say he will be missed is an understatement. There is a void that has been opened that may never close, although I’m not sure I ever want it to.


Within this book, he remains in the present tense. While I wrote these pages, he was alive and still a large part of my life (and this company’s). I don’t have the heart to go back and edit these pages to put him in the past. And why would I? He’s still with us on this journey. Just as my mother has been with us every step of the way, even after her passing, so too will my dad.


The pain of losing him will be piercing for years to come, but the thought of him living on through these pages will help.










FOREWORD



I will always remember that flight. Alaska 686 direct from Portland to Chicago on March 11, 2020. It is a flight I take a few times a year to visit clients and friends in one of my favorite cities. I usually look forward to it. It’s direct, just long enough to get some things done, and almost exactly the amount of charge my headphones and laptop would allow.


On this day, I was traveling to keynote a kickoff event for Medix, one of my fastest-growing staffing clients. This would be my third time presenting to this group, and I was looking forward to it. They had been on a journey of transformation, and unlike many firms where the employees viewed their work as a job, those at Medix viewed it as their purpose. This created an energy that I found infectious in my visits. I had a few work-related items to finish up, and if all went to plan, I would be done with my work day by the time we landed.


Unfortunately, this day, and most of the days for the next two years, would go distinctly, unapologetically not to plan.


Just minutes before the flight took off, Dr. Anthony Fauci testified before Congress that the coronavirus outbreak in the United States would get worse. Within two hours, the World Health Organization declared the outbreak a global pandemic. By the time I landed, my company had asked everyone to plan to work from home “for the foreseeable future.” Later that evening, the National Basketball Association suspended their season indefinitely, sending a clear signal as to the economic impact this pandemic might unleash. That evening, I got the email from Medix’s Senior Vice President of People & Performance, Mike Ceretto; the presentation would go on but without a live audience. A handful of us would meet, and they would telecast to their more than four hundred employees live. And fully remote.


I had read Andrew’s first book, Won with Purpose: Positively Impacting Lives On and Off the Field. It resonated with me. In that book, he was able to put to words the transformation that I had witnessed from my first time presenting to the group to where they were in early 2020. They had, as author Jim Collins describes, gone from Good to Great. The young, rapidly growing organization I had first witnessed had truly become purpose-driven, as excited about the stories they were creating with their clients, their placed talent, and their internal team as they were about reaching or beating their financial goals (which they also consistently did).


If Won with Purpose was the playbook to building a culture that can be the company’s foundation, Culture through Crisis is proof that that foundation can not only withstand the greatest economic and societal storm most of us have seen in our lives, but in fact be strong enough to continue building as the storm rages around it. It belies the cynical view that “it’s not personal, it’s just business.” For the people at Medix, business is personal. And they wouldn’t have it any other way.


When Andrew, myself, and a handful of the senior leaders of the company met the next morning, we scrapped any of the prepared speeches. Instead, we talked about what we knew—and just as importantly, what we didn’t know. Andrew’s message that day wasn’t about business or layoffs. It was about people—the Medix Ohana and how best to support them. He and the leadership team implicitly asked the group of over four hundred employees to trust them. Not to trust that they had all the answers, because nobody did, but to trust that their actions would never deviate from what would be best for all of the Ohana.


It was the first pivot of many that Medix, and firms like theirs, would make, but their agility, their willingness to change quickly based on new information, was one of the keys to them thriving while many other firms in the industry were desperate to survive. In March and April of 2020 alone, more than 22 million people lost their jobs, quadrupling the nation’s unemployment rate seemingly overnight.


Culture through Crisis is a book that you will read in an afternoon and reference for a lifetime. It convincingly lays out why building a purpose-based organization is key to sustainable growth, especially during times of economic or societal turbulence. But, beyond that, if you are like me, it will also inspire you to see an organization effectively formalizing their goals beyond just the financial.


Medix’s business was hit hard, as was almost everybody’s. The staffing industry is uniquely positioned at the vortex of employment. As such, when clients begin laying off employees, staffing firms are immediately impacted. The industry lost 36 percent of its volume within a month of the formal acknowledgment of COVID-19 as a global pandemic. Nearly all firms were hit with the immediate fallout, but what was truly different was what happened in May of 2020 and later.


Many firms languished, and the early losses turned into longer troughs, while other firms continued to fall or imploded from the external strain. What happened at Medix was different. While some firms were scared to ask their clients, employees, and the talent they placed for feedback, Medix actually asked for more, believing that now, more than ever, it was important to stay close to the people they served—both internally and externally. And despite all the external stresses and challenges, Medix scores actually went up by the end of the year, hitting all-time highs for client and employee satisfaction. How could this be? Everything was harder. Everything was more stressful. And yet, for those working for and with Medix, satisfaction had increased.


The pandemic shifted everything. Many traditionally office-based jobs have gone remote, employees needed (and often received) greater flexibility, and yet more people have quit their jobs in the past twelve months than at any time in the history of our country. Employees have awakened their need for purpose and refuse to spend forty or more hours each week putting in time for a corporation that doesn’t share their values and inspire them. Clients similarly realize they have options—and are increasingly choosing the options that can deliver the required service, while also committing to a shared set of values that resonates with them as individuals.


We continue to work to understand what the “new normal” will really look like, but one thing is for certain; a firm’s agility—their ability to evolve and pivot quickly—will be critical to their success. Culture through Crisis lays out one firm’s journey of putting purpose to the test in a global crisis and shows how they emerged stronger and even more committed to their core values. Their stories and lessons provide the roadmap to success in a brave new world of work.


Eric Gregg


Founder and CEO, ClearlyRated










INTRODUCTION DOUBLING DOWN ON A BOTTOM LINE



I’ll admit it: I assumed it would all blow over. The lockdowns happening in Europe, the chaos taking place in Asia, and the fear that seemed to be running throughout almost every other country—maybe it’s naive, but I thought it would never arrive here on our doorstep. I was optimistic that America would be lucky enough to avoid the worsening COVID-19 pandemic.


So when it hit, it was a total shock. Everything changed.


I’ve spent much of my life in and out of airports, traveling for work. The same could be said for some of our Medix team—or as we call ourselves, the Medix Ohana. We travel to help our partners and to continually live by our mission to positively impact lives. We travel, we shake hands, we exchange greetings, we communicate.


Our core purpose for nearly a decade has been to form trusted partnerships with clients and talent, subsequently impacting communities across the nation. Our company focuses on people, so it’s only natural that our days would revolve around in-person interaction. That’s been the case since we decided on a more formal vision back in 2014. This was the change that sent our company’s purpose into overdrive and inspired me to write my first book, Won with Purpose.


Since the desire to have a more formal outlook on our vision and core values took place in 2014, it’s been amazing to see how our Ohana has responded. They took the message of positively impacting lives and ran with it. The positive nature of how we operate had always been there, but when we put more formal measures into place and asked them to be a part of the change, they walked hand-in-hand with us.


A similar transition happened at the beginning of 2020, when COVID-19 did, in fact, make its way over to the United States and turn our lives upside down. A stick was thrown into our company’s spokes, and we were brought to a halt. The entire nation was. But as a workplace solutions company, we were at a loss. A switch was flipped in our industry, and the lights had quickly gone out.


How bad was it? Forty percent of our business halted in the first week. It was a total shock to our system.


Luckily, a formal transformation had already taken place inside the walls of Medix. The result of the structural changes that took place in 2014 was that our foundation had been adjusted. A new vision and a new set of core values turned a wobbly, wooden foundation into one made of concrete. We became sturdy and resilient to the inevitable storms that would come crashing into our organization.




We became sturdy and resilient to the inevitable storms that would come crashing into our organization.





Only COVID-19 wasn’t a small storm. It was a hurricane, a tornado, and an earthquake all in one. It was the perfect storm that came barreling into us unexpectedly. And, I’ll admit, we were scared.




Our World Turned Upside Down


The positive response to the 2014 transition was the reason we implemented some incentive plans at our company. After all, we were focused on a strong culture, and if we wanted every member of our team to buy into it, we needed to prove that we cared.


One of our biggest incentives was what we call our President’s Club Trips, which are Medix Annual Incentive Trips. Locations for these included Mexico, the Caribbean Islands, and other exotic destinations. This annual trip, awarded to our highest performers, allowed comradery to grow among the top talent, but it also gave our new hires something to aspire to. And there were plenty of new hires who would be introduced to this idea.


We continued to grow over the years. We expanded into new territories and our team grew, but more importantly, our presence grew. We were providing more and more people with jobs, helping tons of companies fill their staffing voids, and carrying on with our mission to positively impact lives.


As we turned the calendar to 2020, we were entering into our twentieth year in business. We wanted to do something special for our Medix Ohana that year to commemorate all the hard work and growth that had taken place. With that in mind, we wanted to make this one of our best Medix Annual Incentive Trips yet.


Our plan was to take everyone somewhere that wasn’t just exotic and beautiful, but somewhere extremely special to me on a personal level. It’s the place where my entire family was born and where my dad still lives for most of the year—on a small little island in Greece.


This was set to be one of the most memorable trips we’d had as a company. It was going to be more than just a work event; it was going to be a family event too. Honestly, I can’t even begin to tell you how excited I was. And so was my dad, who started telling everyone he saw about how his son’s company was coming to visit. “My son is coming!” he would tell any person who would listen. He left Chicago early that year just so he could go back and start preparations—helping us book things like hotels, dinners, and excursions. For a man in his late eighties, he still has a ton of energy, which is probably where I get all my energy.


My dad comes to stay with us in Chicago every winter so that he can be with us, and also to cheer on his grandkids in their sports and activities. It’s always an amazing time with him around, and it’s always sad when it’s time for him to go back home to Greece. But his departure from Chicago in early 2020 wasn’t so bad, because we had something to look forward to. We would only be a few weeks behind him, and we’d have a Medix crew with us.


Everybody at Medix knows my dad. He’s attended leadership meetings, planning sessions—you name it, he’s always contributing. He joined us at one of our outings and did all the cooking because that’s just the kind of person he is. My dad is awesome, and he fits right in with this Medix Ohana, which is one of the reasons he was so excited to head back to Greece and begin making plans for the trip.


My mother played a big part in how Medix was built, too, and although she’s no longer with us, her spirit carries on throughout the organization. Just as everybody at Medix knows my dad, they know my mom, and know how much she meant to this company when its doors first opened. One of the special moments I had planned during this Greece trip was to bring the entire Medix Ohana with me to visit her burial site. We were going to bring two busloads of people to visit her. It was set to be an incredible, emotional experience for me.


But it never happened.


As February and March rolled along, talk about COVID kept getting more and more intense, but as I said, I imagined it would blow over. From my point of view, anyway, it didn’t seem much different than SARS or MRSA or strands of the flu. These diseases have been around forever, and we’ve always adapted. So it was business as usual for Medix. Not only with our Greece trip planning but with our kickoff event planning too.


Every year we have a kickoff event to get the Medix Ohana together and to show them just how proud we are of what we’ve been able to accomplish as a company. Our team improves each and every year, and it continues to amaze me. So each and every year, I feel as though I need to wow the team to really show my gratitude. Having energetic kickoff events was one way I felt I could do so. And for the 2020 event, we had two really impactful speakers lined up, as well as a concert to conclude the event.


But again, it was another event that, little did we know, wouldn’t happen.


We had an exciting start to 2020 planned, and when COVID finally made its way here, things changed quickly. Almost overnight, we had to take our kickoff event and make it virtual—even though both of our booked speakers had already flown into town. When we held that last-minute virtual event, we were as real with the team as possible. We talked to them about what was happening. COVID-19 was real, and it had made its way to our doorstep.
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ClearlyRated’s founder and CEO, Eric Gregg, with Andrew.






We knew our world was about to be turned upside down. At the same time, we knew we needed to continue carrying out our mission to positively impact lives. And that would mean doing so both inside the organization and out. This wasn’t just about providing the best solutions for our clients anymore. We had to look out for the health and safety of one another inside our organization, too.


So after much debate internally, we announced during that kickoff event that we would all begin working remotely starting the next day. “Come in tomorrow to get what you need and then work from home for the time being,” is what we told everyone.




We knew our world was about to be turned upside down. At the same time, we knew we needed to continue carrying out our mission to positively impact lives.





If I told you I had zero fear about moving a staff of roughly 97 percent in-office positions to remote roles overnight, I’d be lying. I felt anxious. I wondered what would happen in the coming days and weeks and whether or not we would be able to adapt. At a time when we were being forced into a major transition, we were also feeling our clients’ impacts.


Everything was in motion. Our business that had continued to grow and improve since our transition in 2014 had now encountered a cliff, and we were dangling on the edge. The Greece trip needed to be canceled, which left me devastated, yet I didn’t even have the time to truly grieve over the lost opportunity. I had a company with hundreds of people to look after. The lives of our Ohana depended on the leadership team’s ability to dig in our heels and make sure we didn’t topple over the cliff’s edge and into the abyss.


And that was tough to do. Because if we looked to either side, we saw other companies in our industry tumbling down.







The Medix Ohana


This word means so much to me—Ohana. It’s what we call our Medix family. Because we are just that: a family. And after my first trip to Hawaii and a visit to the Polynesian Sports Hall of Fame, I fell in love with the word. The Culture Center had a plaque that referenced how all these gifted athletes were an Ohana. A family. They came from different locations, have different backgrounds, different names, and some may have never even met each other, yet they still consider themselves family.


It was there in Hawaii that this term stuck. I brought it back, introduced it to the Medix team, and it’s been with us ever since. Our Ohana has grown over the years, and everyone has embraced this idea. More importantly, our Ohana has had each other’s backs. And that proved to be our saving grace when COVID hit and during the time that followed.


With everything going on in 2020—this worldwide pandemic and businesses and economies struggling—something amazing happened within Medix. Believe it or not, our Ohana didn’t suffer. We transitioned seamlessly. We didn’t skip a beat. As a company, we actually improved. Can you believe that? An entire organization went virtual overnight, and performance improved. The staffing industry as a whole dropped 21 percent,1 yet at Medix, we increased by 48 percent.


To say I was pleased would be an understatement. I was much more than that. I was humbled. And inspired. This team’s performance and the way we responded to this change took our company to an entirely new level. Remote work environments didn’t faze anybody on this team. We locked arms remotely and went right back into striving toward our core values.




An entire organization went virtual overnight, and performance improved.





It’s been unbelievable. When we were so close to losing our balance and tumbling down with the rest of the industry, we revealed who we truly are: a purpose-driven organization. A family. An Ohana. A caring and compassionate group of individuals working together to positively impact lives.


There’s a common question people ask one another after major events occur: “Where were you when (blank) happened?” When we talk about September 11 or the financial crisis that occurred in 2009, everyone knows exactly where they were and what they were doing. We all have individual moments like this too. For example, on November 3 of 2001, I was laid off from my job, and I remember exactly what I was doing—I was sitting alone in the conference room wondering what I was going to do next.


A little over a month after that moment, I started Medix. In the years that followed, there have been many lessons learned. There have been bumpy roads and hardships, but each one was worth the agony. They have been learning experiences that brought Medix to this very moment where the organization was able to create positive change and to help others in need—during COVID, for example, being able to assist thousands of first responders with necessary support staff.
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