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A
A-players: determining strategic,

23–24; helping B-players
perform like, 110–111; putting
in A-positions, 25; talent
retention strategies for, 75

‘‘A Players or A Positions?’’
(Huselid, Beatty, and Becker),
24

A-positions: determining
strategic, 23–25;
differentiating high/low
performance in, 29–31;
putting A-players in, 25;
shifting performance curve for
people in, 28

About this book, 17–19
Accomplishments: capturing

star’s, 57–59; clarifying how
they support goals, 149–150;
as component in human
performance system, 209;
defining clearly expected, 28,
119–120; determining
exemplary performance’s key,
64–68; determining job fit
using, 190–192, 196–199;
discerning whether individual
or team output, 40–41;
measuring activity vs., 13–14;
precision of criteria required

for, 111; producing value with,
14, 66; recognition for, 136,
137–138; sample data for,
217–223; task lists for, 65–67;
vs. behavior, 13. See also
Outputs; Tasks

Agilent, 137
Aging, 159
Aligning: priorities to strategies,

22–29; project to strategy and
goals, 60–62; recognition and
rewards to values, 100, 126

American Taekwondo
Association (ATA), 136

Americans with Disabilities Act
(ADA), 198

Analysis. See Conducting
performance analysis

Apple, 110
Armed Services Vocational

Aptitude Battery (ASVAB),
186–187

Armstrong, Lance, 86
Assumptions. See Myths about star

performers
Attention, 147
Axelrod, B., 75, 182

B
B-players, 110–111
Barriers: eliminating unintended,

198–201; impediments in
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Barriers: (continued)
organizational design,
201–205; motivational, 212;
performance supports, 176;
physical barriers in workplace,
211–212; types of unintended,
201. See also Work design
barriers

Beatty, R. W., 24
Becker, B. E., 24
Benchmarking best practices, 62
Best Places to Work list, 140
Binder, Carl, 87
Bird, Larry, 158
Blanchard, Ken, 109, 113
Blind Side, The, 144
Bonuses, 129, 135
Bossidy, Larry, 25, 96
Brache, Alan P., 8, 91, 205, 208
Brethower, Dale, 138
Buffett, Warren, 159
Burgess, Phil, 159

C
Capacity and Job Fit arrow, 101
Capturing star’s expertise:

aligning project to strategy
and goals, 60–62; attempting
to acquire expertise, 151–152;
benchmarking best practices
of stars, 62; capturing hidden
expertise, 56–59, 88;
conducting performance
analysis, 62–63, 68; creating
profile of exemplary
performance, 59–60; overview,
55, 72; ‘‘right to left’’ analysis
approach, 13–14, 55–56. See
also Conducting performance
analysis

Cavic, Milorad, 30
Charan, Ram, 25, 96

Checklist for evaluating
performance, 117–118

Christmas Vacation, 135
Clarity: of expectations and

feedback, 84–85, 114–115;
finding hiring, 101, 184–186

Clinical pathologists, 188–190
Clusters of stars, 41, 42–43
Coaching effectively, 112–118
Colvin, Geoff, 5, 77, 150–151
Commercial insurance

underwriter, 186
Communicating expectations,

108–109; job aids and training
materials for, 108; policies and
procedures for, 108;
recognition systems for, 109

Communications: using company
magazine to create motivation,
133

Compensation: categories of,
129; as motivator and satisfier,
128; negative perceptions
about, 130; overtime pay, 130

Competency: role in star
performance, 78–79;
unconscious, 56–59, 88

Competitive advantage: finding
variance indicating potential
for, 29–31; shifting
performance curve to create,
28

Conditioning, 158
Conducting performance

analysis: aligning stakeholders
before, 61; analyzing task
performance, 69–71; case
study of, 71–72; collecting
data, 63; determining key
accomplishments, 64–68;
evaluating success of, 71;
‘‘right to left’’ analysis
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approach, 13–14, 55–56; steps
in, 62–63, 68

Confidence: building into
motivational systems, 147–148;
level of manager’s, 105;
meriting manager’s, 107

Congressional Medal of Honor,
126

Consequences: applicable to
workplaces, 141; as
component in human
performance system, 209;
negative recognition as, 130

Context-intensive training:
designing and developing,
171–174; developing memory
with, 171–174, 178–179; SOJT
producing, 174–175

Couric, Katie, 74
Cycle of performance, 109

D
Data: collecting on

accomplishments, 64–65;
collecting on tasks, 67–68;
identifying performance
deficiencies from, 70–71;
sample data for
accomplishment, 217–223

Declarative knowledge, 173
Deliberate practice: applying

principles of, 157–158;
becoming top performer with,
153–157; compensating for
aging with, 159; defined, 155;
developing execution of
fundamentals, 87–89;
developing high performance
from, 150–153; importance of,
5–6; intentionality in, 85–87;
self-regulation in, 158–159; as
step in coaching, 113; 10,000

hours of experience, 82–83.
See also Intentionality

Determining priorities: designing
improvement initiatives,
36–37; estimating potential
impact for, 31–36; finding
opportunities to improve
performance, 21–22; finding
variance in current
performance, 29–31; scoping
performance improvement
resources, 33–36; setting goals
based on strategy, 22–29

Dilbert, 139

E
Eden, Dov, 106
Educational background of stars,

79–80
Elton, C., 137, 140–141
Employees: adjusting

management style to readiness
of, 114–115; difference
between, 74–76; filling
managerial expectations,
104–105; focusing on
improving competencies of,
78–79; incorrectly attributing
problems to, 202; inspecting
deficient outputs from,
115–116; meriting manager’s
confidence, 107; motivational
barriers for, 212; optimal
learning situations for, 167;
optimizing performance of,
26; physical barriers in
workplace for, 211–212;
productivity gains and
engagement of, 139–141;
responding to high
expectations, 105–106;
response to manager’s
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Employees: (continued)
confidence in self and, 105;
types valued by leaders, 12–13;
underachieving, 12. See also
Hiring

Environments, Systems, and
Resources arrow, 101

EPS. See Exemplary Performance
Systems Model

Ergonomics, 211
Ericsson, K. Anders, 5–6, 86, 151
Execution: aligning

accomplishments with goals,
100; capturing approach from
stars, 25–26, 43; discipline
inherent in, 25; of
fundamentals, 87–89;
people-centric process of, 26;
results of strategies and
strength of, 96

Execution (Bossidy and Charan),
25, 96

Exemplary Performance Systems
Model (EPS): about, 91;
arrows of, 100–101; effect of
expectations on, 117–118;
employee engagement
overlapping with elements of,
139–141; ‘‘face validity’’ of,
101–102; illustrated, 9, 92;
importance of clear
expectations in, 118;
leveraging star performer’s
results, 101–102; managing
arrows in, 101; sorting
hypotheses into categories of,
70; subsystems of, 96, 100–101;
systems within, 8

Exemplary performers: becoming
top performer with deliberate
practice, 153–157; Captain
Sullenberger as, 73–74;

capturing expertise from,
56–59, 88; creating
performance profile for,
59–60; determining how many
to observe/interview, 44–46;
difference between average
and, 74–76; finding in
government settings, 48–51;
mental models of, 156–157;
metrics for identifying, 47–48,
49; possible for all to be, 161;
revenue impact of, 75–76;
searching for, 40; selecting,
47–51; synthetic, 51–52;
validating selection of, 52–53.
See also Mental models;
Performance; Stars

Expectations: changing
procedures to define new,
121–122; checklist for
evaluating performance,
117–118; choosing what to
reward based on, 134–135;
communicating, 108–109;
defining worker
accomplishments clearly,
119–120; developing for direct
reports, 107; effect in EPS
model, 117–118; employee
response to high, 105–106;
feedback systems reinforcing,
109–112; power of, 104–105;
precision of feedback to
achieve, 111; productivity and
self-fulfilling, 106; productivity
gains linked with, 138–139;
Pygmalion effect and clear,
104–105, 106–107, 118

Expectations and Feedback
arrow, 100

Experience: intentionality of
practice, 85–87; 10,000 hours
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of, 82–83. See also Deliberate
practice

Experts: attempts to acquire
expertise, 151–152; creating
profile of, 59–60; declarative
knowledge of, 173–174;
mental models of, 156–157;
subject matter, 81. See also
Capturing star’s expertise

External influences on
motivation, 146

F
‘‘Face validity’’ of EPS model,

101–102
Feedback: clarity of expectations

and, 84–85; as component in
human performance system,
209; constructing system for,
110–111; elements of effective,
111–112; ignoring actions in
workplace vs., 151; importance
to star performers, 100;
investment return for, 110;
precision of expectations and,
111; providing effective, 111;
providing individuals with
constructive, 26; reinforcing
expectations with, 109–112;
rewards as form of, 134–135

G
Gates, Bill, 6
General Electric, 153
Gilbert, Thomas, 13–14
Gladwell, Malcolm, 82
Gostic, A., 137, 140–141
Grandma Moses, 159

H
Handfield-Jones, H., 75, 182
Harless, J.H., 178
Hersey, Paul, 113

Hertzberg, Frederick, 128, 132,
139

Hierarchy of Needs, 127–128
Hiring: aligning selection criteria

for, 188; defining job
requirements for, 182–184;
effect of work system barriers
on new hires, 200–201;
implementing new processes
for job fit, 193–194; motivated
employees, 161; selection
processes in, 182; using job fit
in, 184–186

Human Competence (Gilbert),
13–14

Human performance systems:
components of, 208–209;
performance variables in,
209–210

Human resources professionals,
26–27

Huselid, M. A., 24

I
I Beat the Odds (Oher), 144
Ignoring actions in workplace,

141
Improving Performance (Rummler

and Brache), 8, 91
Individuals: focusing on teams or,

39–42
Informal celebrations, 134,

135–136
Information: transferring with

training, 178–179; where to
store task, 167–171

Innovation, 102
Instructional design, 171–174
Intentionality: adding value to

performance with, 148–149;
hiring employees with, 161;
practice plus, 85–87;
supporting team’s, 149–150
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J
Jacobson, Lenore, 104
Job aids: choosing training to

memory of, 170–171;
communicating expectations
with, 108

Job design, 207–211
Job fit: creating criteria for

military reserves, 190–192;
determining for clinical
pathologists, 188–190; finding
for weapons petty officers,
187–188; implementing new
hiring processes for, 193–194;
military testing for, 186–188

Jobs: assessing for performance
improvement, 30–33; ensuring
official procedures followed
for, 116–117; filling with right
people, 25, 28; finding
important, 23–24; finding
roles with high variability,
34–35; identifying
high-impact, 24–25; inspecting
deficient outputs of, 115–116;
motivators and satisfiers for,
128; reinforcing training on,
110; substandard performance
in, 28–29

Jobs, Steve, 110
Johnson, George, 105–106

K
Key performance indicators

(KPI), 85

L
Leaders: addressing substandard

performance, 28–29; assessing
exemplary performance,
14–17; assessing management
style needed, 114–115;

clarifying job
accomplishments before
staffing, 28; determining
strategic A-positions, 23–25;
developing competitive
advantage for corporation,
27–29; evaluating
organizational performance,
9–10; leveraging advantage of
star performers, 95–96;
measuring activity vs.
accomplishment, 13–14;
metrics for identifying
exemplary, 47–48, 49; scoping
performance improvement
resources, 33–36; shifting
performance curve, 10–13;
styles of leadership for,
113–115; supporting
intentionality of team,
149–150; turning strategies
into results, 22; types of
employees valued by, 12–13;
using recognition effectively,
134. See also Managers

Lee, Haeng Ung, 136
Leveraging resources optimally,

89–91
Livingston, J. Sterling, 104–105

M
Management processes, 205
Managers: assessing, 41, 49,

114–115; becoming
exemplary, 96–97; combining
expectations, feedback and
rewards for valuable output,
142; as contributors or
overseers, 113–114; creating
performance expectations,
104–105; defining job
requirements, 182–184;
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developing confidence in
direct reports, 107; ensuring
official procedures followed,
116–117; identifying high
performance, 44; impact of
expecting more, 106;
incorrectly attributing
problems to employees, 202;
inspecting deficient outputs,
115–116; as key variable in
human performance system,
210–211; linking strategy with
execution, 95–96;
participating in organizational
redesign, 203–204; providing
rewards and recognition, 141;
sample job summary and
accomplishments for, 64;
searching for, 39–40, 41. See
also Hiring

Maslow, Abraham, 127–128
Mastery, 87–89
McKinsey & Company, 75, 76
Memory: context-intensive

training for developing,
178–179; costs of performance
supports vs. training to, 176;
supporting performance with
long-term, 167–169; using
performance supports or,
170–171; variables effecting
retention of, 168–169

Mental models: anticipating what
lies ahead with, 156–157;
capturing and leveraging
star’s, 96; contributions to
performance, 159; leveraging
unique, 90–91; richness of
stars’, 83–84

Mentors, 137
Merriam-Webster Dictionary, 7
Metacognition, 158–159

Metrics of exemplary performers,
47–48, 49

Michaels, E., 75, 182
Microsoft, 6
Military services: Armed Services

Vocational Aptitude Battery
for, 186–187; creating job
criteria for military reserves,
190–192; finding exemplary
performers in, 48–51; testing
for job fit, 186–188

Motivation: aligning
expectations, feedback,
rewards, and recognition,
138–139; barriers to, 212;
components of, 147–148;
external influences on, 146;
Hertzberg’s work on, 132, 139;
hiring employees with, 161;
inspecting suspected deficits
in, 116; keys to system of,
145–146; Oher’s, 144–145;
passion driving intrinsic,
159–161; stars’, 81–82;
undermining new hire’s, 7–8.
See also Motivators and
satisfiers

Motivation and Preferences
arrow, 100, 126

Motivators and satisfiers: about,
128; examples of, 131–132,
133–134; Hertzberg’s work on
motivation, 132, 139

Motorola, 110
Multiplier effect, 160
Murray, Margo, 137
Myths about star performers:

competency, 78–79;
educational background,
79–80; innate talent, 77–78,
150–151, 153–157; motivation,
81–82; skills and knowledge,
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Myths about star performers:
(continued)
80–81; 10,000 hours
experience, 82–83

N
Negative recognition, 130
Nonverbal communication: given

with feedback, 110; Pygmalion
effect and, 106–107, 118

O
Oher, Michael, 144–145, 149
On-the-job experience: gaining

expertise with, 82–83;
structured vs. unstructured,
174–175

‘‘On-the-spot’’ cash awards, 135
One Minute Manager, The

(Blanchard), 109
Operating plans, 27
Organizations: addressing

substandard performance in,
28–29; aligning recognition
and rewards to values, 100,
126; barriers in design of,
201–205; communicating
expectations of, 108–109;
consequences applicable in,
141; creating architecture for
star performance in, 7–10;
designing in deliberate
practice, 161; estimating
potential impact of
improvements in, 31–36;
evaluating accomplishment vs.
behavior in, 13; evaluating
performance of, 9–10; failing
to leverage benefits of
exemplary performers, 74;
finding variance in A-position
performance, 29–31; focusing
on outputs, 12; identifying

relevant performance data, 42;
number of exemplary
performers to
observe/interview in, 44–46;
operating plans as path for
execution, 27; opportunities
to improve performance in,
21–22; problems stemming
from structure of, 202–203;
producing extraordinary
results in, 206–207; revenue
impact of performers in,
75–76; scoping improvement
initiatives, 36–37; selecting
recognition relevant to,
137–138; setting priorities
aligned with strategies, 22–29;
shifting from knowledge to
results, 32–34; timeliness of
rewards and recognition,
135–136. See also Military
service

Outliers (Gladwell), 82
Outputs: checklist for evaluating

performance, 117–118; as
component in human
performance system, 209;
defining success as
measurable, 26; ensuring
official procedures followed
for, 116–117; examining
whether accomplished by
individual or team, 40–41;
focusing on, 12; inspecting
deficient, 115–116;
intentionality of, 85–87; tasks
producing, 66

Overtime pay, 130

P
Passion, 159–161
Pathologist job, 188–190
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People-centric execution, 26
PEP (Profile of Exemplary

Performance): aligning work
systems to support
performance, 199–201;
capturing benchmarks from
within culture, 62; conducting
performance analysis, 62–63,
68; creating, 59–60;
determining key
accomplishments, 64–68;
managers’ benefitting from,
114; training new hires using,
164–165; using, 215–217

Pepitone, James, 183
Performance: addressing

substandard, 28–29; alignment
of work systems and, 166–167;
appraisals for exemplary
performers, 47; checklist for
evaluating performance
outputs, 117–118; coaching
steps for improving, 112–113;
continuous improvement of,
68–71; contribution of mental
models to, 159; creating
architecture for star, 7–10;
creating profiles of exemplary,
14–17; cycle of, 109;
determining key
accomplishments in, 64–68;
determining variance in
A-position, 29–31; differences
between best and good, 6–7;
effect of additive productivity
gains on, 138–141;
effectiveness of training in
improving, 165–167;
estimating potential impact of
improvements in, 31–36;
finding opportunities to
improve, 21–22; following up

immediately with feedback,
112; goals of motivational
systems for, 146; identifying
relevant data for, 42; impact of
expectation and feedback on,
104; leveraging PEP to shift,
59–60; linked to supply of
talent, 4; measuring gaps in,
74–76; no predetermined by
talent, 5–6; PEP architecture
for, 59–60, 72; productivity
and self-fulfilling expectations,
106; Pygmalion effect on,
104–105, 106–107, 118;
relationship of talent and, 182;
shaping with rewards and
recognition, 126–127; shifting
performance curve, 10–13, 16,
17; talent as measure of
potential, 11–12, 182; types of
compensation for, 129; where
to store information for best,
167–171. See also Conducting
performance analysis; PEP;
Performance supports

Performance supports: costs of
training to memory vs., 176;
developing and implementing,
175–178; introducing,
developing, and testing, 177;
using for tasks, 169–170; using
memory training vs., 170–171

Phelps, Michael, 29–30, 82, 86,
151

Physical barriers in workplace,
211–212

Policies and procedures:
changing to define new
expectations, 121–122;
communicating expectations
with, 108; ensuring output
follows official, 116–117
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Practice. See Deliberate practice
Praise, 113
Primary processes, 205
Priorities. See Determining

priorities
Procedural knowledge, 173
Process design, 205–207
Process industry example,

116–117
Process mapping, 210
Profile of Exemplary

Performance. See PEP
Projects: aligning to business

strategy and goals, 60–62;
project plans, 65–66

Punishment, 141
Pygmalion in Management

(Livingston), 104–105,
106–107

R
Reboot! (Burgess), 159
Recognition. See Rewards and

recognition
Recruiting compensation, 129
Refinery case study, 121–122
Relevance in motivational

systems, 147
Replicating stars, 3–4, 164–165
Representative biased sample

output, 46
Resources: leveraging optimally,

89–91; scoping performance
improvement, 33–36

Results: compensation based on,
129; confusing knowledge
with, 80–81; environment as
system to produce, 96;
leveraging star’s, 101–102;
measuring activity vs.
accomplishment, 13–14;
plotting on performance

curve, 10–11; shifting from
knowledge to, 32–34; success
based on, 12; turning
strategies into, 22; using
performance standards for
better, 16, 17. See also
Accomplishments

Retention compensation, 129
Rewards and recognition: being

available to provide, 141;
categories for recognition,
130; combining with
expectations and feedback,
134–135; as consequence of
work, 130, 141; considering
effectiveness of, 126;
contrarian views on, 138;
developing systems
communicating expectations,
109; for effort aligned with
goals, 100; factoring in
Maslow’s Hierarchy of Needs
in, 127–128; impact of
informal events of, 134;
linking motivators and
satisfiers with, 128–129;
motivating employees with
working conditions, 130–132;
productivity gains linked with,
138–141; recognizing
performance with, 26; rewards
for recognizing performance,
26; selecting culturally
relevant, 137–138; shaping
organization performance
with, 126–127; timeliness of,
135–136; visible recognition
for accomplishments, 136. See
also Compensation

Rewards, Recognition, and
Consequences arrow, 100
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‘‘Right to left’’ analysis approach,
13–14, 55–56

Rosenthal, Robert, 104
Rummler, Geary A., 8, 91, 206,

208

S
Safety hazards, 211–212
Salad Bar Beef (Salatin), 99
Salatin, Joel, 97–100, 101–102
Sales Executive Council, 76
SAT (Scholastic Achievement

Test), 183–184
Satisfaction, 148
Self-adaptive design, 203
Self-fulfilling expectations, 106
Self-regulation in deliberate

practice, 158–159
Senior enlisted reserve adviser

(SERA), 191–192
Shifting performance curve,

10–13
Shifting the Performance Curve

(Sales Executive Council), 76
Situational leadership, 113
Situational Leadership

(Blanchard), 109
60 Minutes, 74
Skills and Knowledge arrow,

100–101
Stakeholders: aligning before

analysis, 61; participating in
organizational redesign, 204

Stars: benchmarking practices of,
62; capturing execution
approach from, 25–26, 43;
clarity of expectations and
feedback, 84–85; clusters of,
41, 42–43; common myths
about, 77; competency’s role
in, 78–79; creating profiles of,
14–17; defined, 4; deliberate

practice of, 5–6, 153–157;
educational background of,
79–80; finding managers of,
40, 41; intentionality of,
85–87; leveraging resources
optimally, 89–91; leveraging
results of, 101–102; mastering
fundamentals, 87–89;
motivation of, 81–82;
on-the-job experience of,
82–83; plotting results on
performance curve, 10–11;
replicating performance of,
3–4, 164–165; rich mental
models of, 83–84; searching
for, 40; shifting focus to team
from, 41–42; skills and
knowledge of, 80–81; talent’s
contribution toward, 77–78;
unconscious competency of,
88; variation between average
performers and, 74; viewing
environment as system to
produce results, 96. See also
Mental models; Myths about
star performers

Storage for performance
supports, 176

Strategic action plans, 27
Strategies: setting priorities based

on, 22–29; strength of
execution and results of, 96

Structured on-the-job training
(SOJT), 174–175

Subject matter experts (SMEs),
81

Subsystems of Exemplary
Performance Systems Model,
96, 100–101

Sullenberger, Chesley ‘‘Sully’’,
73–74, 83

Support processes, 205
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Swarovski, 193
Sweeney, James, 105–106
Synthetic exemplary performers,

51–52
Systems: achieving optimal job

design of, 207–211; alignment
of work, 166–167; barriers
created by inadequate,
198–201; eliminating work
design barriers, 205–207;
systems thinking executed on
farm, 97–100

T
Talent: assuming limited supply

of, 4; as measure of potential
performance, 11–12, 182;
myth of innate, 77–78,
150–151, 153–157;
performance not
predetermined by, 5–6;
strategies for retaining
A-players, 75

Talent Is Overrated (Colvin), 5, 77,
150

Tasks: analyzing performance of,
69–71; collecting data on,
67–68; performance supports
for, 169–170; providing
electronic performance
supports for, 177–178; sample
data for accomplishment,
217–223; task lists for
accomplishments, 65–67;
where to store information
for, 167–171

Teams: evaluating potential
performance improvements,
33–34; finding roles with high
variability, 34–35; focusing on
individuals or, 39–42; focusing
on managers of exemplary, 41;

inspecting deficient outputs
from, 115–116; supporting
intentionality of, 149–150

Testing: job fit, 186–188;
performance supports, 177;
SAT, 183–184

Timely rewards and recognition,
135–136

Training: designing and
delivering context-intensive,
171–174; developing and
implementing performance
supports for, 175–178;
effectiveness in improving
incumbent performance,
165–167; introducing,
developing, and testing
performance supports for,
177; replicating stars with,
164–165; storing information
in long-term memory,
168–169; structured vs.
unstructured on-the-job
training, 174–175; transferring
skills, knowledge, and
information with, 178–179;
using performance supports
vs. memory, 170–171; where to
store information for tasks,
167–171. See also Memory

Training materials, 108
Training to memory. See Memory
Tuohy, Leigh Anne, 144

U
Unconscious competency, 56–59,

88
Unstructured on-the-job training,

174–175
U.S. Coast Guard, 50–52,

186–188
U.S. Navy, 50–52
U.S. Postal Service, 127
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V
Value: accomplishments creating,

14, 66; adding with
intentionality, 148–149;
aligning recognition and
rewards to, 100, 126; deriving
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