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& Committed Employees
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Salt Lake City, Utah

What is Your Purpose as a Leader?



One could say we sell two values …
beauty and kindness. This kindness is a 
company’s willingness to recognize an 
individual for what he or she has given to 
that company. After all, giving the 
productive years of one’s life, the daylight 
hours of each working day – this is the 
ultimate that an individual may give to 
any company. 

- Obert C. Tanner



O.C. Tanner Company

80 years in business 
1,500 employees 
Utah, Canada, UK 
Ship 3 million awards per year
9,000+ clients around the world
Employees from 58 countries
54 different native languages spoken





What We Manufacture



Helping Companies Appreciate 
People Who Do Great Work



What is your purpose as a leader?

1.Provide leadership

2.Meet customer requirements

3.Improve quality, efficiency, delivery

4.Develop People





Lean Is All about People

http://www.shingoprize.org/Images/Aboutus/ShingoModel.jpg


Lean Is All about People

Lean = capitalizing on strengths of people to: 

• Continuously improve 

• Provide increasing value to customers



Behavior

ObjectsPeople

Way of being

http://books.google.com/books?id=tfCBEgKX6DEC&printsec=frontcover&dq=leadership+and+self+deception&source=gbs_summary_s&cad=0


Practical Coach Video

Doing it wrong or just differently

Jump in with a few questions

What do you think?

Patient, learn from mistakes

Mistakes mean trying hard



Capable Employees

Shingo Prize Application Guidelines
Section 1.2.1 People Development  
Education, Training & Coaching

Specific training philosophy similar to 
Training Within Industry 



Training Within Industry (TWI) 

Skill in Leading (JR)
People must be treated as individuals

Skill in Improving Methods (JM)
Produce greater quantities of quality products in less time

Skill in Instructing (JI)
If the worker hasn’t learned, the instructor hasn’t taught



TWI’s Job Instruction Training

Step 1 – Prepare the worker
Step 2 – Present the operation
Step 3 – Try out performance
Step 4 – Follow up

Break job down to chunks
Present only what the student can master
Capture critical key points
Learn by doing
Continue until you know they know it



Capable Employees







Committed Employees

Engagement is a measure of human potential. 
How much of a person’s effort, energy, and 
imagination are you getting for your money?



How Do You Engage Your People?

Know Them
Know what’s most important to people
Grow Them
Help them develop new skills & advance career
Inspire Them
Show concern about employees’ well being
Involve Them
Engage them in business processes & keep them informed
Reward Them
Appreciate their efforts for doing great work

“Closing the Engagement Gap ” Gebauer & Lowman of Towers Perrin



Growth

Engagement

Opportunity & Well Being

Appreciation/Recognition
“Closing the Engagement Gap ”

Engagement Cycle



Performance Coaching 

Tools = Forms & Coaching sessions

Systems = Yearly schedule & Training

Principles = Understand how it helped the company live its    
philosophy, vision and mission

It wasn’t until we understood the system and lived by the 
principles that the tools became fully useful to us.



Performance Coaching Tools



Performance Coaching System

What is your system for developing people?

Gives leaders a format to consistently 
develop and improve people.



Performance Coaching System

Monthly Meetings to:

1. Explain Expectations
2. Train to Expectations
3. Develop the Employee
4. Empower



Performance Coaching Principles

“You can’t just be appraising people at 
that annual review time. 

You’ve got to constantly keep people 
up to speed on where they stand.”

- Jack Welch
Former CEO



Living Your Brand Through Coaching 

Leaders, manager, supervisors, facilitators are responsible for 
the development of their people

Always do my best
Keep my customers happy
Build good relationships
Help my team be successful
Live the Brand



What a Coach Does

• Explain

• Train 

• Support & develop

• Provide feedback

• Model

Culture
Values  
Goals
Expectations 
Standards
Appreciation

Genuine caring magnifies and strengthens 
a coach’s efforts 



Deep care and respect for others

Provides a vision of what will make the person successful

Honor people’s desire to do their best

Connects individuals to the purpose & focus of their work

Continuous improvement of people

Leaders are teachers

Coaching Expectations



Coaching Expectations

Provides opportunity for self-correcting

Lay the baseline for opportunities to improve

Standards of excellence that are aspirational bring out 
the best in people

High expectations lead to high performance

Leader has to be intimately involved with standards



What Do The Great Managers Do?

Great managers focus on the 
strengths of their people and are 
catalysts to

• Select the right person
• Set expectations
• Develop people
• Motivate and appreciate

“First Break All The Rules” – Marcus Buckingham
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