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Leading Great Work
How do you inspire people to make a difference? Create
exceptional teams. Embrace community. Learn from the
past as you look to the future. Celebrate excellence. Lead
a culture that values and appreciates great work.
These insights and more were shared at O.C. Tanner’s ninth annual Executive
Recognition Summit held in Washington D.C. This year’s Summit brought
together senior-level executives, representing industries and organizations from
around the world.
The invitation-only conference opened with a challenge to leaders from Mindi
Cox, O.C. Tanner’s Vice President of People & Culture, to become business
smart by being people focused. Dave Petersen, Chief Executive Officer and
President of O.C. Tanner, welcomed attendees and asked them to consider
the correlation between people and the life span of their companies. The first
keynote speaker was Britt Berrett. As a New York Times bestselling author and
President of Texas Health Presbyterian Hospital Dallas, Berrett revealed what
it takes to create exceptional teams that deliver results. A special presentation
by gold-winning Paralympian Brad Snyder pointed out the ripple effect of small
gestures in a journey of recovery and incredible accomplishment. Pulitzer prize-

US 1.800.828.8902
Canada 1.800.668.7227
UK + 44 (0) 2084 187400

www.octanner.com
global@octanner.com

© 201 3 O.C. Tanner. Photocopying or electronic storage, transmission, or
reproduction of any portion of this publication is prohibited without written
consent from O.C. Tanner Co.

winning presidential biographer, Doris Kearns Goodwin then shared stories
from Abraham Lincoln and Franklin Roosevelt to illustrate key leadership traits.
The afternoon started with a panel discussion featuring Stephanie Hoffman
of U.S. Bank, Dean Woods of CenterPoint Energy Inc., Mike Virgintino of
Bayer, Inc., and Bill Fielder of The Auto Club. Each panelist presented aspects
of their respective recognition journeys and the important lessons learned to
date. David Sturt, O.C. Tanner’s Executive Vice President of Marketing and
Business Development, launched his new book; now a New York Times bestseller,
Great Work: How to Make a Difference People Love. The day ended with the
presentation of the O.C. Tanner Recognition Leadership Award to Norton
Healthcare.
This paper provides a summary of the insights shared during the 2013
Summit, highlighting the importance of creating environments where people
are inspired to deliver extraordinary results.

CONNECTING DATA TO PEOPLE

Mindi Cox
Vice President of People & Culture, O.C. Tanner

M I N D I COX

As the Summit’s facilitator, Mindi Cox started the day with a call for leaders to
think about how to create great work within their organizations. Cox pointed
out the pace of information being gathered and accumulated is accelerating.
With so much easily accessible data on our people, our industries, our economy,
why aren’t organizations getting smarter about long-term success? The real
challenge for leaders: effectively connecting the data to the value they want
people to create.
“Sometimes we are so data rich in our methods that we become people poor
in our execution,” explained Cox. “True value, lies in connecting people to the
story the data tells us. That’s where are businesses benefit. These numbers tell
us is how to create a work environment, processes, and systems that help people
deliver great work. Great organizations use numbers to drive people to action.
Business smarts comes from being people focused.”
She illustrated this point with a case study from Ohio Presbyterian Retirement
Services (OPRS).
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“OPRS is an organization with a lot of data on patients, services, nurses, and
outcomes. Why do they measure? They want to drive better outcomes and they
want people to live so they can continue to treat them. But for some reason,
simply sharing the data didn’t work. So, OPRS looked at the data with a focus
on their people instead of on their patient outcomes. What they discovered
was that locations that had higher use of the organization’s recognition and
appreciation programs also experienced these outcomes: 25 percent fewer
infections, 66 percent fewer bedsores, and 50 percent less falls. They also
experienced improved health department scores and a greater continuity of care
for their patients. They then looked at those groups that had the highest use

of the recognition and appreciation programs and found that they also had 11
percent less turnover, which meant $3.4 million in savings to the organization.”
The key for Cox: the way in which OPRS leadership shared these findings
with the nurse managers. “They listened because they care about the patients.
Their argument all along had been ‘I don’t have time to take care of my
nurses, I’m taking care of patients.’ But when the connection between taking
care of your people meant taking care of your patients, the data was received.
And, now these same nurse managers are motivated even more.”
“How do we go about staying focused on the things that matter to our share
holders, to our employees, and most of all to our customers?” concluded Cox “I
invite you to think about new ways to use data, to use ideas, to approach your
organization’s challenges in a new way to lead cultures of great work.”

WE’RE ALL IN THE PEOPLE BUSINESS

David Petersen, President and CEO, O.C. Tanner
The host of the Executive Recognition Summit, Dave Petersen, welcomed
attendees and asked leaders to consider the life span of their organizations.

D AV E P E T E R S E N

“As leaders, we spend an awful lot of time thinking about planning, building,
and anticipating the future. We have to balance short-term performance with
long-term vision and direction. We care about where we work. We believe in
the purpose of our work and not just the commerce of it. If there are problems
threatening the health of our organization, we’re usually among the first to
know and the most responsible to do something about it.”
Petersen pointed out that in 1998 there were 9,000 publicly traded companies in
the United States, but by 2012 that number had gone down to 4,100. In fact, the
average life span of the Fortune 500 has fallen from about 75 years in 1960 to
15 years today.
“How strong a correlation is there between people and the durability, the life
span of a company? Think about your last fire drill where you work, try adding
up all of the great work that’s being done by the people in your office building,
or your factory, or your medical center while you’re all gathered outside waiting
for the all clear to go back in. Zero. That’s what’s happening when all of our
people are not at work, not engaged, not involved. The time our healthy, vibrant,
growing, thriving companies and organizations most closely resemble a dead one
is when there’s nobody in them, when our people are either missing or are less
than 100 percent focused, engaged, happy, involved, connected, communicated
with, acknowledged.”
There is nothing more relevant, Petersen pointed out to the survival and the life
span of our companies than the people.
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“It doesn’t really matter what your company does or what it makes when it comes
to the topics that we’re talking about today. It doesn’t really matter today because
as leaders, we are all in the same business really, that’s the business of people. It’s
a people business.”

Petersen concluded by encouraging leaders—as real-world experts on the topic of
people—to join in the conversations of the day. To share insights with each other,
draw inspiration from the speakers, and enjoy a day of thinking and learning.

PATIENTS COME SECOND

Britt Berrett
President, Texas Health Presbyterian Hospital Dallas

BRITT BERRETT

A passionate advocate for excellence in healthcare, Britt Berrett is the New York
Times bestselling author of Patients Come Second: Leading Change by Changing
the Way you Lead. Under his tenure as President at Texas Health Presbyterian
Hospital Dallas, the organization has received numerous awards and
recognitions, including best place to work awards, Magnet Certification in
Nursing and the Texas Award for Performance Excellence. During his keynote
Berrett shared his belief that exceptional patient care results come from creating
exceptional teams. With his coauthor, Paul Spiegelman, Berrett has come up
with common leadership themes that lead to successful, vibrant organizations.
“Leaders of today,” Berrett asserted, “should look at the organizational vitality
and culture IQ (CIQ) of their organization. How would your organization score
in each of these areas?”
1. Our core values are deeply integrated into our decision-making
processes. Are your mission, vision and values more than just a plaque on
the wall? “We know this to be true when we have to make tough decisions,
and the values of the organization are the foundation for those conversations.”
2. We have fun at work. “We’re very proud of moving our culture from the
51st percentile to the 93rd percentile in three years. But at the very
beginning of our journey, 13 percent of the employees were defined as
actively disengaged. And when we asked the question, ‘How many are having
fun at work?’ Thirteen percent said no. Are we willing to invest in the funny
or are we willing to do things that we have never done before? Some folks
are uncomfortable with that. You got to get over it because the new emerging
group expects it.”
3. We have a system in place to show we care about the personal lives
of our employees. “Do you know your team? I like to write personal notes
to employees. But what I’m finding is this new generation, they like
technology. That’s how they want to communicate. Everyday, I get a copy of
an eCard that’s given to one of my coworkers and I can send a little comment
and reply. They love it.”
4. Our employees get personally involved in our community service
activities. “I believe that if we lead change and bless the lives of people with
whom we work, that they go home and bless the lives of the people in their
people and the community in which they live. We found that when we engage
in service to the community we live in, it inspires us.”
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5. We hire for fit in addition to skill. “You got all these moving parts and all
these individuals, purposefully identifying those that fit is key. Every two

weeks, we have a new employee orientation. I give about an hour of
presentation on the promise we make to the patients we serve. I ask new
recruits, ‘Are you part of this great work or is this just a job, because if this
is just a job, we don’t want you?’”
6. We quickly and appropriately move the wrong people out of our
organization. “How many of you today work with a whiner, a loser or a jerk?
We spend 90 percent of our time dealing with that 10 percent. They suck the
life-blood out of us. But when you make the hard decision to let them go, the
rest of the team then says, ‘Wow. Thank you. This organization cares for
me.’”
7. We regularly measure employee engagement, create action plans and
measure results. “We need to look at signposts along the way. We need to
mark and measure our successes. When we achieved Magnet Certification in
nursing, we had a party. We identified what we’d achieved and why we had
achieved it.”
8. We have a robust reward and recognition plan. “Transformational
leaders care about the individual. To that end, they’re willing to invest in the
relationship. And, when there are difficult times and changes are occurring
that that team pulls together, there is a way to recognize that. O.C. Tanner
helps me by providing reports and assistance. When the ORs are packed, I
can return a note to the teams and recognize their efforts.”
9. We regularly demonstrate our commitment to growing and training
our employees. “We need to be teachers and encourage our teams to
elevate their game. We created Texas Health Resources University to invest
in our employees learning.”
10. Our employees feel that they are here for a purpose beyond their jobs.
“Every month, I go and round the night shift and I drop off treats. One time,
after a long day I asked myself, ‘Why am I doing this?’ Because I love them,
I care about them, and I hope that they find purpose in the job that they
have. For me that’s empowering and it gets me through those tough times.”
Berrett concluded by listing out ten keys to leadership: Find your passion; build
your brand; unleash passion in others: be an inspiration; find the fun with a
purpose; accept mistakes but only once; weed the garden; measure; stay
uncomfortable; love your team.
“Know that the work your team does is important. Care for them individually
and collectively. Be aware of their needs. Understand how you can play a role in
that. If that’s small and seemingly insignificant or large and profound, do so.
That’s the role that we will play and that’s how you and I will lead change.”
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THE RIPPLE EFFECT

Brad Snyder, Gold Medalist Paralympics, Swimming

BRAD SNYDER

It’s with great honor that O.C. Tanner designs, creates, and donates rings for
every U.S. Olympic and Paralympic athlete. We’ve seen how so many of these
athletes give their heart and soul to their sport and are proud to provide a
symbolic reminder of their journey to greatness. At this year’s Summit, we
welcomed Navy Lieutenant Brad Snyder, winner of two gold medals and a silver
medal for swimming at London’s 2012 Paralympic Games. Blinded by an
Improvised Explosive Device (IED) while on patrol in Afghanistan, Snyder
competed in the games one year to the day of his injury. Getting back in the
pool, Snyder explained was an opportunity “to show that whole community, my
coach, my family, my old team mates that I was going to be fine.”
For Snyder standing on the podium and receiving the gold medal, “Replaced a
very bad memory with a very good memory. When that anthem was being
played, you start thinking of all of those people who played a pivotal role in that
whole journey. That flag represents this cumulative effort of an entire
community, an entire country that allows me to stand up on that podium and
feel good about myself.” This moment called out the power of sports and
rehabilitation and the small gestures that create a ripple effect to such an
incredible accomplishment.
In sharing his story Snyder left attendees with the call to embrace community
and the people we connect with everyday. How the simple act of saying “thank
you” to everyone we touch has enormous impact. To see the power of perspective
in reconciling whatever challenges we face, and to not ever let fear and
inhibition dissuade anyone from taking advantage of an opportunity. Because,
as he concluded, “There’s a lot of crazy stuff that happens in life, you can’t
forecast what something little now will ripple out to be something great later.”

LEADERSHIP INSIGHTS FROM GREAT PRESIDENTS

Doris Kearns Goodwin, Pulitzer Prize-winning author
“By studying the lives of others, we hope that we, the living, can learn from their
struggles and their triumphs.” With a stirring reminder of the insightful power
of storytelling, Doris Kearns Goodwin opened her keynote.

DORIS KEARNS

As a Pulitzer Prize-winning American biographer, Goodwin’s expertise as a
PhD in Government from Harvard, coupled with her firsthand experience as
an assistant in Lyndon Johnson’s White House, gives her a unique perspective
on leadership. By offering perspective on all of our collective history, she uses
stories from two of our greatest presidents, Abraham Lincoln and Franklin
Roosevelt to reveal key universal leadership traits. What do stories about these
two great leaders teach us? As Goodwin asserts, great leaders find success with
the ability to:
1. Motivate oneself in the face of frustration, to withstand adversity and
come through trials of fire. “Early on, Lincoln possessed an unusual
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determination to rise beyond the adverse circumstances of his childhood on
the frontier. Only as he grew older did he find consolation in the thought that
if he could accomplish something worthy in his life, he would live on in the
memory of others. That one’s honor, one’s reputation can outlive one’s earthly
existence.”
“Franklin Roosevelt endured his own crucible in the form of a polio attack
when he was in his 30s which left him a paraplegic. The paralysis that
crippled his body, however, expanded his mind and his sensibilities. Far more
intensely than before, he reached out to know people, to understand them, to
pick up their emotions, to put himself in their shoes. No longer belonging to
his old privileged world in the same way, he came to empathize with the poor
and the underprivileged, with people to whom fate had also dealt an unkind
hand which allowed him to connect to the people hurt by the economic
catastrophe in ways he might never have been able to given his privileged
background.”
2. Surround your self with rivals who question your assumptions. “Both
Lincoln and Roosevelt put together inner circles who had the freedom to
disagree without the fear of consequence. The night of Lincoln’s election as
president, he couldn’t sleep as he made the decision that would define his
presidency, to put each of his chief rivals into his cabinet. He was asked,
‘Why are you doing this?’ He said, ‘It’s simple. The country is in peril. These
are the strongest and most able men in the country. I need them by my side.’”
3. Acknowledge errors and learn from mistakes. “This ability literally
turns failure into success as so often it’s not our mistakes that hurt us the
most but our response to those mistakes. When Franklin Roosevelt
concluded a New Deal program wasn’t working, he simply created a new one
in its place built upon an understanding of what had gone wrong. And more
importantly, once war was on the horizon, he knew he had to change his
relationship with the business community, which had been marked by
hostility during the New Deal. He relaxed antitrust regulations, accelerated
depreciation, provided tax breaks for building factories, creating in many
ways the greatest partnership in American history between business and
government.”
4. Possess the emotional intelligence to share credit for success. “Both
men put past grievances aside, to create what has been called an emotional
bank account within their inner circle, a reservoir of good feeling. Over and
over, you see in Lincoln’s papers, handwritten letters to his cabinet members
and people in the government praising them for work well done, telling them
that he was wrong about something and they were right.”
5. Control emotions, even when angry. “Lincoln had this wonderful ritual
called the hot letter where he’d write a letter to the person he was angry
with and all of his emotions would come out, then he’d put it aside hoping he
would cool down psychologically and never need to send it. After my book
came out, I got a letter from a leader of a large organization. He had thought
a subordinate had done something wrong, written him a fiery email and then
decided to save it just for another day because of the hot letter situation. He
found out the next day, he’d actually been wrong about what the person had
done. ‘Lincoln’s hot letter now has become my cool email.’”
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6. Understand how to relax and recharge. “Going to the theatre more than
100 times during his Presidency, Lincoln’s greatest form of relaxation was
actually his unparalleled sense of humor and his gifts for storytelling. FDR
had his own way of relaxing. He had a stamp collection that he loved. He had
poker games that he played with his cabinet officers and most importantly he
had a cocktail hour every night during World War II. Where the rule was,
you could not talk about the war. You could discuss movies you’d seen, books
you’d read.”
7. During the worst moments of crisis get out among the people. 		
“Franklin Roosevelt traveled throughout the country during those early days
of the war as I said, visiting factory, shipyards, boosting the morale of the
workers but even more, getting a feeling for how fast the country could move
in what directions by being out among the people.”
8. Have a sense of timing. “Lincoln later said if the emancipation
proclamation had been signed six months earlier, he would have lost the
border states. If it had been signed any later, he would have lost the morale
boost it provided.”
“FDR too had a special antennae to know when to time his fire chats on the
radio. I thought he was on the radio every week only to discover that he only
delivered 30 fireside chats in his 12 years as president. Knowing something
our presidents who routinely now give weekly addresses do not know that
less is more and he knew exactly when to communicate to the people.”
9. Use the beauty of language, metaphors, and story telling to
communicate. “FDR’s very first inaugural set the pattern for his entire
presidency. It conveyed a clear understanding of the difficulties the nation
faced but projected such serene confidence in the fundamental strength of
his countrymen that he renewed hope in millions, who sent telegrams and
letters saying, everything is going to be all right. And of course, Abraham
Lincoln had an unmatched ability to communicate with his countrymen in a
series of speeches that still hold their power today after a century and a half.
It seemed in his speeches almost as if his love of poetry and drama had
worked their way into his very soul, giving those speeches a unique beauty
and emotional power.”
“For most of us,” concluded Goodwin, “the chance to have our story told may not
be realized in the monument in Washington but rather through the memories of
our children, our friends and our colleagues. I’ll always be grateful for this
curious love of history allowing me to spend a lifetime looking back into the
past, allowing me to believe that the private people we have loved and lost in
our families and the public figures we have respected in history just as Lincoln
wanted to believe, really can live on so long as we pledge to tell and to re-tell
the stories of their lives.”
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PANEL DISCUSSION FACILITATED BY GAIL BEDKE, VICE PRESIDENT SALES &
BUSINESS DEVELOPMENT, O.C. TANNER

Stephanie Hoffman, U.S. Bank

STEPHANIE HOFFMAN

“To be successful in the re-design of our recognition programs, we knew we
needed the right mix of programs and improve the awareness and participation.
The new program had to be simple and automated as one integrated platform.
We wanted to engage employees and reward specific behaviors that reinforce
our values. We needed to improve clarity and definition of recognition criteria
and ensure every employee had the opportunity to be recognized. The platform
had to have a centralized automated process to capture, track, and report all
recognition activity. Our CEO truly felt that recognition was the key element to
making a company great. Because of this, the program we were creating needed
to be much more than just a system. It would have to have the structure and
sustainability that would make appreciation a part of our DNA. And finally, in
a world of spreadsheets, processes and regulations, we wanted this solution to
be fun. To ensure success we made sure that every single line of business had
a seat in the table and we designed the program with true collaboration. Today,
we have more than 65,000 employees across 11 countries participating in both
offline and online components. In June, we celebrated sending one million
eThanks. The first year, we saw recognition triple over the prior year, which
means 52,000 employees receiving at least one thank you and 22,000 employees
receiving monetary recognition. In year two, we continue to see steady growth
and have started to focus not just on quantity but the quality of recognition
we’re creating. We’re now focusing on a communication plan and series of
road shows to not only educate our employees but also keep them engaged and
having fun. The Best in U.S. program has really become a point of pride and
comparison across our company. Employees want to pass it on. They want their
coworkers to feel the same pride that they do and we’re really proud to see
employees leading this kind of change in our organization.”

Dean Woods, CenterPoint Energy

D E A N WO O DS
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“A Fortune 500 electric and natural gas utility with 9000 employees, CenterPoint
Energy is the result of several mergers and acquisitions. That means that our
culture is a composite of many different cultures. The challenge we face now is
one of transition and succession planning. About 55 percent of our employees
will be able to retire within the next five years, so we’re focused on knowledge
transfer programs, as well as work-life balance programs and rewards and
recognition to really engage our employees. We have very low turnover and a
very engaged culture in general. [For our recognition programs], we needed
to get management on board. When we did studies on how many people got
recognized across the company, we saw a lot of variation. Sharing these results
with our CEO, we then received the go ahead to work with O.C. Tanner and
put a recognition system in place. I started building a coalition of stakeholders
and got them all on board. Since then, we have been able to consolidate all the
various programs into one and are now working on a Safety Program. This is
the most important thing HR can do today to make sure that our employees are
staying focused and engaged. In our last engagement survey, we ranked number
one or two in the gas utility sector. So we’re doing what it takes to engage our
employees.”

Mike Virgintino, Bayer US.

MIKE VIRGINTINO

“When Bayer hired our new CEO a few years ago, he put a challenge to come up
with more innovations for the company and to get employees engaged. This was
the opportunity to focus on a program to drive innovation and employee
engagement, to change the culture to celebrate what was being done right, and to
bring fun back into recognition. We wanted to make recognition more of an
interaction, not a transaction. We switched from cash as the focus and aligned
recognition with Bayer’s life values to create a program consistent across all of
our businesses. In the past, every cost center had a budget for recognition. What
we did was create budget pools at the business unit level that we could monitor
and track. Working with O.C. Tanner’s creative group, we created award
certificates that the manager could print and present during the celebration.
When you walk through the office, you see them hanging in people’s cubicles. For
administration, we use a solution manager. They help us run reports and look at
how are we utilizing the program, and how we can make it better. Communication
was critical for us. We first created email teasers before the program went live,
and a rally cry video to play on program launch. Posters and t-shirts were used
to create excitement. Realizing we were trying to change the culture, we invested
in training—both classroom and interactive online. Not just on how to use the
tool, but really around the philosophy of recognition. Lessons we’ve learned:
training for HR—as that’s where all the questions go to; additional selling to the
executive teams, making them into champions; leveraging reporting to make sure
the businesses know to use their reward budgets. We rolled the program out to
over 12,000 employees, and yet when we look at the number of complaints, it’s
been less than 1 percent.”

Bill Fielder, Auto Club Group

BILL FIELDER
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“We started working with O.C. Tanner in 1988 for our service awards and for
performance recognition in 2005. Launched in 2011, our recognition portal
Powered-By-You is a points-based program. For the first time this year, we have to
start giving some consideration to looking at that budget because they’re
spending it. It’s been very popular. It’s intuitive and easy to use. We also have the
non-monetary recognition, the employee-to-employee recognition of eButtons and
eCards. Everything from incentive and sales award programs to contests around
driving improved quality service scores and promoter scores now flow through
this system. What are our challenges? Getting the word out to keep the program
top of mind. Communication is critical. For launch we did teasers and on launch
day we sent every employee a Powered-By-You branded button to get them on the
system. We provided a two-page printable PDF for both employees and managers.
And, we continue to send out communications and resources as the system gets
changed or updated. We are doing extremely well with utilization and reach and
our redemption rate is at 71 percent. The reason: all recognition goes through
Powered-By-You. We did that by partnering with our finance department and it’s
actually been embedded within our corporate policies. It’s within out T&E policy
and our disbursements policy. Each quarter, on our corporate intranet homepage
employees, we both list out and do feature stories on employees who have gone
above and beyond. Each month, we do the same for employees celebrating a
milestone service anniversary. Every April, we take one week and we focus solely
on recognition. Last year, we also promoted and did stories on employees or
managers who were very high users of eThanks, talking about their business line.
When you put that out in front of your employees and you remind them of the
importance of the system, it drives results.”

GREAT WORK: HOW TO MAKE A DIFFERENCE PEOPLE LOVE

David Sturt, Executive Vice President,
Marketing & Business Development and New York
Times bestselling author
David Sturt launched his New York Times bestseller, Great Work, by talking
about the powerful symbiotic relationship between appreciation and great work.

DAV I D S T U R T

“When somebody has done great work and it is appreciated, what happens? It
lights a spark within. Because ultimately, when we set out to do something that
actually makes a difference, our hope is that it does in fact get valued.” He
followed by asking the question: What is great work? Good work, Sturt asserted,
is used to describe things that are more expected. Great work, he defined, tends
to be those things that are unexpected and extraordinary. It’s making a
difference people love.
“Great work is the stuff that moves organizations forward. If great work ceased
in our organization, we would all flat line. The valuable work we do has a
natural shelf life that begins to erode. Because what was fine yesterday won’t
be fine a year from now that’s the nature of value creation. That’s the work
that requires the best of every one of us and our teams.”
Sturt then explained the goal of the Great Work Study: to understand all the
elements surrounding great work. The research started by asking 300 Fortune
100 senior executives, ‘what does great work mean to you?’ A further analysis
of the world’s largest database of examples of great work—in the form of
performance award programs from the last ten years—revealed five patterns
across multiple industries and job descriptions. Patterns further vetted with a
blind survey through a partnership with Forbes Insights. Finally, two hundred
and fifty, one-on-one interviews with people who had made a difference were
conducted.
The findings? “From the data we saw patterns of how difference makers think
and what they actually did. It wasn’t about personality, birth order, or
characteristics. People who make a difference reframe their role to see beyond
their job responsibilities. They find a way to make a difference by working with
what they have.”
What did the data reveal these difference makers do?
1. Ask the right question: “Questions provoke fresh thinking and shine a
spotlight on possibilities. Albert Einstein once said ‘If I have an hour to solve
a problem and my life depended on it, I would use the first 55 minutes
determining the proper question to ask. For once I know the proper question,
I could solve the problem in less than 5 minutes.’ Forty years ago, as Martin
Cooper was working for Motorola on creating a car phone, he asked the
question, ‘Why do I have to call a place, why can’t I call a person?’ This
changed the whole trajectory of his team and led to the invention of the cell
phone. There’s significant statistical difference between those who didn’t ask
the question versus those who ask some sort of a question that relates to
what people would love.“
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2. See for yourself. “We see things differently than other people see. The way
in which we see is impacted by our life experiences. There is something
about going on site and understanding it first hand. You capture difference
viewpoints and discover new things. In the data, we saw passion jump 17
times compared to somebody who didn’t look. Whether it’s look at reports,
look at processes, look at people, or look forward, get out and see for
yourself.”
3. Talk to your outer circle. “Think about who’s in your inner circle: family
members and close friends at work. Your conversations tend to center
around the same kind of topics. You often agree with each other. Have
conversations with the people you don’t usually talk to, strangers even.
Bring up the difference you’re trying to make and see what fresh
perspectives, new insights come to mind. This creates new connections in
your brain for solving problems and for seeing new opportunities.”
4. Improve the mix. “The first three elements are idea-generating
mechanisms. But then comes a very important stage, taking those ideas to
fit together into what it is you’re trying to do. What are the implications?
What elements need to be taken into consideration when making a change?
When somebody improves the mix in some way, they are adding something
and being considerate of how it actually fits in the whole. Add something
new, remove things people dislike, and check for fit between ideas.”
5. Deliver the difference. “Most people who do good work or even less than
good work tend to think about their work as a task that gets checked off, so
they can move on to the next thing. You to need to get all the way to the
end to where the difference is made. This is actually the most instructive
time to get feedback about what actually worked. The very first idea was
how do I make a difference people love? Find out if they loved it. So much
of the value that’s gained in this great work process happens in the back
end because we’re largely guessing when we make a change. The real
learning comes in what change actually happened as a result of
improvement in the mix. Stay with your work until a difference is made, see
it all the way through, fine-tune results and get the feedback of what people
loved.“
“When you step back and look at this whole thing as a model, you see why it’s
so effective. You see why these are the bedrock fundamental principles behind
innovation that everybody can do.”
“The great call of leadership?” concluded Sturt. “Encourage and bring out the
great work in our people. That’s when we’ll get results and make the kind of
difference that moves our teams and our companies forward.”
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O.C. TANNER RECOGNITION LEADERSHIP AWARD PRESENTATION

Winner: Norton Healthcare
Every year, O.C. Tanner honors an organization for its outstanding leadership in
creating a culture that appreciates great work. As this year’s winner, Norton
Healthcare has demonstrated impressive results with 12,000 employees engaged
to make a difference. In an extremely competitive market, this nationally
recognized health care system maintains a 91 percent nursing retention rate.
First year turnover has decreased by 51 percent and engagement dimensions are
high above the national norm. In 2011, the organization was awarded both the
National Quality Healthcare Award and the Kentucky Hospital Association
Quality Award. And, recently Norton Healthcare’s employee experience team
received the innovation award for best practices in employee onboarding from
Avatar Solutions.
The recognition leadership award was accepted by Norton Healthcare executives:
Russell F. Cox, President and Chief Operating Officer; Tony Bohn, System Vice
President and Chief Human Resources Officer; and Jacinta Nelson, Associate
Vice President of Human Resources.
Russell Cox began by talking about his inspiration as a leader and the need to
provide an environment where engagement takes place. “We look at this award
as an opportunity not to just sit and say, ‘We’re happy we’ve achieved it.’ But
how do we now do really great work? How do we really take it to that next level
and make it even better than it is for people? We’re asking everyone in the
healthcare industry to do more with less and to care more. What we feel is a
responsible opportunity for us is to find a way to reward, recognize, and to
create engagement so there’s a passion about what they do. The good news for
us in the healthcare industry is people are called to come to work. They want to
do great work and we want to provide the kind of environment where they can.”
Tony Bohn then celebrated the work of Norton Healthcare’s employee experience
team, Angela Jette, Jason Coffey, and John Hess. The innovative team
responsible for implementing and running all the onboarding, reward, and
recognition programs at Norton Healthcare. Jacinta Nelson was introduced to
walk attendees through the organization’s journey to recognition and what led to
the win of this prestigious award.
Thanking her O.C. Tanner account representative, Sue Popp, Nelson shared how
Norton Healthcare was truly a values-driven organization. Respect and integrity
in continually improving care and service were embedded in all aspects of the
culture and were values continually recognized and celebrated. But with a vision
to be best in class for engagement and patient satisfaction, Nelson said in the
beginning they knew there was some work to do. “We realized that between
onboarding and the first five year milestone mark, that was a lot of time in
between. So, we put in a first year award for Career Achievement.” This was
followed by an integrated, system-wide solution built around the organization’s
values. “This helps reinforce to our employees that our values are real. These
are our expectations for providing that really great care. The next year, we made
custom buttons and had appreciation stations.”
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R USSE LL F. COX,
TO N Y B OHN AND
JAC IN TA N ELSON OF
NORTON HEALTHCARE
ACCEPTING T H E
2 0 1 3 O.C . TA N N E R
RECOGNITION
L E A D E R S H I P AWA R D

Understanding the importance of leader training so “it did not become a flavor
of the month. We trained and conveyed to all our leaders, ‘It’s not just an HR
initiative.’ Appreciation drives patient satisfaction. It’s a powerful accelerator to
engagement. And we made them understand what that engagement will do for
them in their department.’” A complete revamp of onboarding came next, with
critical 30, 60, and 90 day check in’s along the way. Then last year, leader
checkbooks were introduced for on-the-spot recognition of great work.
Nelson ended with an emotional thank you note from a patient’s daughter that
she felt really helped describe their culture. “’Everyone in the unit treated us
with so much compassion and respect. We never had a need that went
unfulfilled. We never felt rushed when we had questions or concerns. Those
nurses sat with us, hugged us, cried with us and took time to make sure we
understood everything that was happening. What they do is so much more than
give medical treatment to patients. They give comfort and peace of mind to
families who are suffering through the darkest hours of their life.’ So I ask you,
who’s making a difference in your organization and what are you doing to
appreciate them today?”

To download a white paper on Norton Healthcare, hear the speakers’
presentations first-hand, and get the full Summit experience, go to www.octanner.
com/summit. For more information on the impact of appreciating great work and
how committed people strategies can deliver results for your organization, go to
www.octanner.com.
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ABOUT THE O.C. TANNER INSTITUTE

The O.C. Tanner Institute is
committed to researching and sharing
insights that help organizations
inspire and appreciate great work.
The institute provides a global forum
for exchanging ideas about
recognition, engagement, leadership,
culture, human values, and sound
business principles.
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