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CCG Systems (continued)
flat organization, 189
generational diversity at, 205-206
innovation, 188—189
intolerance of managers deviating from
character traits, 210
reputation, 187-188
success of, 10
Change management:
communication creating, 137-139
metrics and, 64
resistance or negativity, 177-178
trust and, 6
Chanting, 117-118
Character Trust, 77—-131
analogy of bicycle tire spokes, 94-95
communication and, 139-142
decision making, 119-123
emotional intelligence, 97-107
Healey Leadership Trust Model, 25-27
honesty and integrity, 87-96
impact on Execution, Communication,
and Loyalty Trust, 81
leadership and character, 79-86
open dialogue about character, 106
overview definition, 27—28
personal fiscal discipline, 125-131
power to create change, 81-83
terminology (character versus EQ), 102
valuing others, 109-118
zero tolerance, 209-210
Charan, Ram, 198
Charisma, 81, 212
Chicago Miracle Mile, 38
Churchill, Winston, 174
CiCi’s Pizza, xv, 8-9. See also Croce, Joe
Croce’s farewell speech, 125-126
cultural character of, 109-110, 112,
116-118, 186, 193, 206, 210
current president (Craig Moore), 9, 155
oven vendor (Bill Dickie) and, 92-94
sister distribution company (JMC
Restaurant Distribution), 109
sold to employees, xv, 8, 9
success, 8
as “weight-loss program,” 113
Clarity, 142, 159-167
cost of lack of, 165-167
innovation opportunities and, 191-192
metrics and, 64
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mission, and reduced need for rules, 191-192

pace and, 164-167

power of attitude in communication,
162-164

power of context, 160—-162

trust level and, 22

Classless corporate culture, 113

Cleese, John, 14

Coaching, 38, 51-52, 94

Collins, Jim (Good to Great), 42—43, 144-145
Commitment, 30, 40, 62

Communication skills:

of a high-trust manager, 141-142
as indicator of talent, 44

Communication Trust, 133—-181

analogy (apple versus onion), 140
attitude in communication, 162—164
character and, 94, 131, 139, 180-181
cultural transformation, creating, 135-142
firing and, 53
fundamentals, four, 142

brevity, 142, 173-181

clarity, 142, 159-167

credibility, 142, 143—-157

sensitivity, 142, 169-172
Healey Leadership Trust Model, 25-27
overview definition, 29

Compensation:

executive, inconsistencies in, 16—17,
130-131

loyalty and, 185

tied to core values, 98

tied to goals of the company, 131

value not exclusively measured by, 18

Competencies. See Trust model (four

competencies)

Conflicts of interest, 175
Consequences, negative, 67—70
Consistency:

in attitude, as character trait, 101

PEP (Pause/Engage/Precall) technique,
163-164

power of, 60—61

Context:

framing (FACE acronym), 62
power of, 160

Cooper, Brian, 90
Core values:

character and, 106
compensation tied to, 98
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emphasis on, 28
“Counseling out,” firing as, 196197
Creativity, candor and, 156
Credibility, 142, 143-157
ambition’s role in leadership, 147-149, 151
candor as necessity, 152-157
humility as magnet/catalyst for talent,
144-151
listening, 151-152
taking responsibility but giving others
credit, 150-151
Criticism:
versus blame, 61-62
relationships and, 52
sense of belonging, and, 53-54
Croce, Joe, xv, 8=9. See also CiCi’s Pizza
on character, 125-126
integrity, 92-94
lifestyle/family, 9, 126-127, 129
personal financial discipline, 126-127,
128, 130-131
press interviews, avoiding, 116
on pride, 213
proof of financial success, 8
proof of Radical Trust, 9
relationship with employees, 115, 123,
155, 194
retirement, 125—-126, 129, 174
selling company to employees, xv, 8, 9
on transparency, 174
valuing people, 113-117, 175
working with employees in restaurants,
114-115
Cultural case for trust, 22—23
Cultural transformation, 135-142
character traits and, 139-142
communication creating change, 137-139
communication excellence and, 141
communication skills of a high-trust
manager, 141-142
defined, 137
talented people’s intolerance of low-trust
bosses, 136—137
Culture, organizational:
consistency, power of, 60—61
criticism, productive, 61-62
feedback, positive and solution-focused,
57-59
of learners, 73—74
responding to bad news and problems, 59—-60
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sustaining drive in, 57-62

warm versus cold, 70, 190-191, 192
Customers:

talent picked from, 193

venting (versus leaders), 176

Davis, Edward T. (Big Ed), 147-149
Decision making, 119-123
Defoor, Elissia, 111
Delegating, 55
Delivery, on-time, trust and, 28. See also
Execution Trust
Development, 23, 38
Dialogue frequency, 162
Dickie, Bill, 92-94
Discernment versus judgment, 13
Discipline:
ego-driven versus loyalty/community
driven, 211-212
fiscal (see Fiscal discipline)
time management practices, 51 (see also
Time management)
Discovery Stores, 39, 49
Discretionary effort, 114-115
Diversity, workplace, 209-210
Dohm, Arlene, 20
Do no evil, 15, 175
Drucker, Peter, 87

Emotion, as excuse for lack of candor, 157
Emotional intelligence, xiv, 27-28, 97-107,
157

assessments, 103

critical mix, 104

emotional quotient (EQ), xiv, 27-28, 103

fundamentals for building character,

102-105

hiring for character, 102-103

humility and, 100-102

leadership and, 98—100

positive tension, 105-107

teaching by example, 104

terminology, 102
Energy:

high level of, 93

lack of internal honesty diminishing, 89

management of, versus managing time, 61
Engage (in PEP technique), 163
Engagement, 61, 192
Enron, 95, 153, 210
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Evaluations, formal (annual/quarterly), 54
Evil, speak/do no, 15, 175
Execution Trust, 35-75
defining “execution,” 39
as framework for other three
competencies, 33
fueling passion and creating focus, with
trust, 71-75
Healey Leadership Trust Model, 25-27
leadership and execution, 37-40
metrics, 63—66
motivation, 67—70
overview definition, 28—29
relationships, 45-49
sustaining drive in a culture, 57-62
talent, tapping/unleashing, 41-44
time management, 51-56
Executive compensation, unfair, 16-17, 130-131

FACE acronym (steps to constructive
feedback), 62
Family Channel, 12, 150
Family spirit, 38—-39, 192-193
Fear:
of losing job, and loyalty, 185
motivation and, 81
as primary currency of a “boss” (versus trust
as primary currency of a leader), 23
Feedback:
about character flaws, cultural attitudes
about, 106
criticism as elevating, versus blame, 61-62
FACE model (steps), 62
necessity of, 171-172
Proverbs, 27th chapter of, 172
solution-focused, 57-59, 62
360-degree, 52-53
time management for effective, 52
transparency in, 52-53, 203
Firing employees, 53, 195-203
Fiscal discipline, 105, 125-131
Croce’s (Joe) farewell speech, 125-126
Depression era influence, 105-106
financial goals and rewards, 130-131
lifestyle and, 126—-129
Flanigan, Joe, 116117, 118, 121-122, 125
“Fly high and dig deep,” 55-56
Focus, using trust to create, 71-75
Fostering versus driving people, 75
Framing the context (FACE acronym), 62
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Franklin, Ben, 105, 214
Freeman, Algeania, 149
Freeman, Amiracle, 12
Fun, 71-73

GAP, The, xvi, 10. See also Krajenka, Steve
Chicago offices, 38-39
deviating from character traits, 210
execution excellence, 40
family-like atmosphere, 38-39, 193
Gilbert (Lesli), 41, 44—49, 54, 58-60,
72-73
loyalty, 189, 206
size of, and personal rapport/loyalty, 186,
189
success of, 10
Zone, 69, 72, 189
Generations:
partnerships and engagement, 207
stereotyping/bigotry, 207
talent drain, baby boomer retirement, 19-21
tolerance of bad bosses, 20—21
trust as bridge, 205-207
trust level and, 22
work ethic and, 20
Gilbert, Bob, 49
Gilbert, Lesli, 41, 44—49, 54, 58-60, 72-73
Giuliani, Rudolph W. (Leadership), 161
Goleman, David (Emotional Intelligence), 99
Goodwyn, Wade, 16
Google, 15-16, 175
Gorski, Brian, 201
Government, firing employees in, 199, 200-202
Gratitude, 214
Greed:
lifestyle as euphemism for, 129
as motivation, 81

Happy Hill Farm, 110, 112
Harker, Jodi, 72
Headway Corporate Resources, 103
Healey Leadership Trust Model. See Trust
model (four competencies)

Hiring/firing employees:

character, hiring for, 102-103

firing, 53, 195-203

hiring as part of any manager’s role,

197-202
interview process, 198, 199
partnering with human resources, 198—199
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Honesty/integrity, 87-96
cost of dishonesty, 94, 98, 135
decision making and, 87-91
energy preserved by, 92—-94
in feedback, 68 (see also Candor; Feedback)
functional love and, 194
honesty versus integrity, 92
internal honesty, 94
internal honesty/dishonesty, 87-91, 210
mix of character traits, 104
problem resolution and, 91-92
Radical Trust and, 94-96
relativism in, 210
strategic thinking and, 91-92
Hospodka, Vicki, 56
Human resources, partnering with, 42
Humility, 143-152
business sense, defined in Wikipedia, 146
as doorway to opportunity, 152
greatness and, 100-102
leadership and talent, 144-151, 155
listening and, 151-152
mix of character traits, 104
past failure and, 105
as sign of strength, 180-181
in U.S. presidents, 144

Industrial Age, xi, 14-15
Innovation:
at all levels, 188—189
candor and, 156
five points for supporting, 189-193
Loyalty Trust and, 187-188
removing obstacles to, 194
trust level and, 23
Integrity. See Honesty/integrity
Interview process, 198, 199
Investment committee, rejecting lack of
transparency, 174

Jenkins, Anita, 75
Journal writing, 56
Judgment versus discernment, 13

Kaplan, Robert S. (and Norton; Balanced
Scorecard), 169

Kelleher, Herb, 175

Kerby, Christian, 198

Klejka, Laura, 43

Knowledge sharing, trust level and, 23
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Krajenka, Steve, xvi, 10. See also GAP, The
candor/transparency, 81, 94, 152
career moves, 39—41, 69, 72

Discovery Stores, 39, 49
JC Penney, 39
Limited, 39, 41, 45, 46, 48
communication, 55, 58-59
cultures where people feel loved, 194
Execution Trust, 38—40
on executive involvement in
systems/processes, 66
on feedback, 52
financial discipline, 128, 129
firing/hiring, 197, 202-203
“fly high and dig deep,” 55-56
Good to Great—Steve Krajenka, 43, 75
journal writing, 56
leadership skills/management style, 39,
42,52, 81
lifestyle/sabbatical, 39, 42, 129
mentoring/talent development, 41, 42, 44,
47, 57-59, 72
on metrics, 65, 66
on pride, 213
proof of financial success, 10
proof of Radical Trust, 10
on reacting to big/small thing, 61
on rewards/consequences, 67—70
Kratz, Harry, 75
Kulick, Bob, 109, 111, 112-113, 114, 116

Lans, Carl, 99
Leadership trust model. See Trust model
(four competencies)
Ley, Jim, 200-202
Lifestyle:
as euphemism for greed, 129
slavery to, 126-129
Limited, The, 39, 41, 45, 46, 48
Lincoln, Abraham, 144
Loehr, Jim (and Schwartz; The Power of Full
Engagement), 61
Longobart, Rick D., 11
Love, in business setting:
cultural warmth, 194
functional love, 194
self-love versus self-indulgence, 101
tough love, 155-156, 194
“you don’t have to like people to love
them,” 205
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Loyalty Trust, 183—-210
character, 209-210
discipline, 211-212
firing and, 53, 195-203
generational differences, 205-207
Healey Leadership Trust Model, 25-27
innovation and, 185-194
money and loyalty, 206
overview/definition, 29-30
transcending traditional boundaries, 194

Mano, Reggie, 90
Marconi/Ericsson, 98
Marriott’s Asian Pacific General Manager’s
conference, 209-210
Matrixed environment, 27
Maverick Records, 160
Mayes, Larry, 92, 96
McCoy, Nina, 186
McCullough, David (Truman), 144
Melvin, Ken, 145-146
Metering trust, 212—-213
Metrics, 63—66
best-practice sharing, 65—66
focus on, versus mentoring, 70
harnessing (list of seven ways), 64—65
mistaken view of, 66
Micromanagement, 47-48, 55
Miller, Gail, 201-202
Monroe, Darrell, 12
Moodiness, 163
Moore, Craig, 9, 155
Mortgage preapproval analogy, 28
Mother Teresa, 174
Motivation, 67—70
relationships as, 6970
rewards/consequences and, 67-70
Munoz, Rosie, 10

Navy Seals, 212
Negativity, avoiding, 175-178
Nelson, Pam, xv, 10-11. See also CCG Systems
financial discipline/flexibility, 128
firing, approach to, 196-197
internal honesty/candor, 90, 154-157
on not having to like people to love them,
205
on pride, 213
proof of financial success, 10-11

proof of Radical Trust, 11
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retirement, 128, 129, 186-187

selling company to employees, 127-128

on talent development (“chipping down to

the diamond”), 194

valuing people, 194, 205

vision for personal touch with clients, 191
Neural linguistic programming (NLP), 162
Norton, David (Kaplan and; Balanced

Scorecard), 169

Operating standards, setting clear, 68
Orchestra leader analogy, 39
Outsourcing/in-sourcing, 17

Pace, 164-167

Paradigms, 101, 191

Partnering/partnerships, 17-22, 23, 30, 207

Passion, 56, 71-75, 117-118

Pause (in PEP technique), 163

Paxton, Andrea, 193

People skills, 25, 28—-29

Performance reviews, traditional, 53

Personal financial discipline. See Fiscal
discipline

Pizza. See CiCi’s Pizza

Pizza Hut, 116

Political correctness, 210

Praise, reserving, 68

Precall (in PEP technique), 164

Prendergast, Kay, 73-74

Pressure and positive tension, 105-107

Pride, 213

Problems/bad news, responding to, 59—60

Promotions as talent indication, 43—44

Publicly traded companies, 130, 131

Questions, using to drive results, 58—59

Radical Trust Leaders (case studies):
thumbnail sketches, xv—xvi, 8—12. See
also Croce, Joe; Krajenka, Steve;
Nelson, Pam; Young, Harry

Rappaport, Alfred (Creating Shareholder
Value: A Guide for Managers and
Investors), 130

Rapport, personal, 186—187

Rather, Dan (The American Dream), 159

Rawlings, Marilyn L., 154-155

Reading people, skill at, 101
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