Diamonds on the
Soles of Your Shoes




Leadership Alchemy : Recognizing the Under-Valued




How does DISSATISFACTION show up?

SOUNDS LIKE: FEELS LIKE:
Complaining Being taken advantage of
Whining Under-utilized
Frustration Inefficiency
Annoyance Mis-allocation
Irritation Under-resourced
Being stuck, apathy Under-estimated

...and how do you respond to it¢



Birthing a future




“Do | have to listen to thate”

“Leadership behaviors are often mimicked throughout an organization,
and just as incivility and spiral, so too can respect.”

S retrium COSTCO
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Barrier: “Why do I need to pay for Rated U.S.’s best larger employer
retrospectives? I already know (employee satisfaction)
what they’ll say.” +

Rated U.S.’s favorite retailer
(customer satisfaction)



Cost of Complaining

complain to others (78%),
do extra/unnecessary work (66%),

ruminate about the problem (53%),
get angry (50%). {2\3
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Average of 7 days/year of work time

40% lose 14 days/year

$7500 per year for costs associated
with not speaking up

20% estimate cost of more than
$50,000




Johnsonville’s New Moves : “| let my people lead.”

“What worried me more than the competition, however,
was the gap between potential and performance. “
— Ralph Stayer, Johnsonville Sausage

LEADERS: take responsibility for the culture
WORKERS: take responsibility for their role

* Rejects fell from 5% to less than 0.5%.
e Cut machine downtime by 30%

* Gotrid of need for weekend work

* Increased:return on assets, margins, and quality
* Able to take on more new business, grow




Input A > Output B




How Lighting Affects Productivity

One of the most striking factors influencing how we work
is the color temperature — measured in Kelvin (K) — of the
light sources we're exposed to on a regular basis.
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Welcoming but still cool
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Use in: Brainstorming rooms

Improves alertness, mood and
productivity. Lowers melatonin,
which reduces fatigue.
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Responsive Approach

The customer
1s always
right!
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The
employee is
always right?



@ Neuro-Insight : Feedback is High-Stakes
We are Hard-Wired to SURVIVE. Survival = Belonging to a Group

e Bad feedback 9 ! [4’ /{

* Not valuable to group
* Outcast

e Death




@ Neuro-Insight : Our Brains Shut Down Under Threat

We flee” the threatening idea; 0
We maintain self preservation by O —
explaining away the critique
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“Our faces flush, our hearts race, and our brains shut down. No matter if we’re
giving a speech to thousands or coming face-to-face with a jungle cat, our body’s
response iIs the same: We want out...In West and Thorson’s study, participants’ heart
rates jumped as much as 50 percent during feedback conversations. “




Social Norms Hinder Feedback

Giving Asking for
feedback feedback means
is mean we’re dumb
“There’s a strong culture of being .
very nice to people, and it’s hard “Asking your team how
you're doing can show a lack

to be critical of someone in those
conditions.”

of self-confidence.”




| propose divorce!

/

Dissatisfaction is not the same as dislike!




Make Dissatisfaction Work For You :

2 -

Assessment Practice Habit

“Change might not be fast and it isn't always easy. But with time
and effort, almost any habit can be reshaped.”



Microsoft : Facing Irrelevance > Cover of ‘Fast Company’

MICROSOFT
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How do we build a
culture of learn-it-
alls, as opposed to

- knowHtalls?”

Stock price stalling

> $250 billion market value increase in 3.5 yrs

Culture = show off how I

> Culture = “Asking “Where is this person

smart you are, know the
answers before the
meeting

coming from?’, “What makes them tick?’, “Why
are they excited or frustrated by something
that is happening?’” — Satya Nadella




Feedback is How We Stay Alive




Agility Master Move : Ask for Feedback

“Asking for feedback is the path to get to minimal
threat response, because it appears to offer both the
receiver and the giver much more psychological
safety than a giver-led approach. This safety is
crucial during feedback discussions because our
brains will be in a much better state for performing
complex cognitive functions.”
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@Neuro-lnsigh’r: Asking for Help Gets People Motivated

“What would you do 11‘ you were me?”

THE

“I spent the first 90 days on planes
traveling to various offices and
listening to anyone who had a
perspectwe on what was wrong Wzt_h
the company.”




Leadership Move :
Reinforce Feedback, Every Time

“Thanks for asking.” # “I agree with
“Thanks for sharing.” you.”

“For Tim Cook there are no dumb questions. When he answered me he spoke to me as
if  were the most important person at Apple. Indeed, he addressed me as if | were Steve
Jobs himself. His look, his tone, the long pause...that’s the day I began to feel like more
than just a replaceable part, I was one the the tens of thousands of integral parts of
Apple.”




Complete the Loop : Responding is Key q

Feedback is an Exchange

Responding keeps the feedback loop alive,
healthy, and of good quality

Responding maintains dignity

Make time for feedback!




Agility Master Move :
Ask for Permission Before Offering Feedback
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The Bedrock of These Gems : Respectful CURIOSITY

Less confirmation bias
More innovative behaviors
Less defensive reactions
Reduced team conflict

Better team performance

-- research by Francesca Gino

“Employees who say they feel
respected are more satisfied
with their jobs and more
grateful for—and loyal to—
their companies.”

-- Kristie Rogers

Harvard Business Review Jul-Aug 2018




Caught in the Web : Assuming Without Inquiring

Resentment
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\ Resignation
“Should” Spiral | h
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Businesses fail w




The Way Out is the Way Through




Foundation of
Curiosity

Mine the gems of
Dissatisfaction
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