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Index

A

AARP, 2

Accessibility, 17-19, 22, 80

Accountability: accepting, 109;
centralized, 129; defining, 118; and
enforcing standards, 118—121; formal,
110-113; of managers, 15; modeling,
158; paired with advocacy, 109-110;
reinstating, through decentralizing,
issue with, addressing, 150—151;
requiring, 109—126; spreading; and
measuring it, 116—118; stressitig, 173;
of top executives/leaders, 2, 110—
113, 119-120; using systens that
push down, 3; for.vourself, 93, 110

Achievement, trusn heliind, 36

Action: preveniative, importance of, 170;
repeatedly toking, for a cause, 48—54;
taking, as a front-line leader,
summarized, 23, 38, 55, 70, 88, 107,
125-126, 141, 160-161, 177, 181

Action plans, developing, 79. See also
Strategic planning

Actions and inaction, explaining
consequences of, 66—67

Advisors, having, 32

Advisory Board Company, 159

Advocacy: accountability paired with,
109—-110; commitment to, building
on, 173; culture of, creating a, 71-88

Affordable Care Act, 151

Alignment, 80, 99, 117, 133, 134, 137,
181

American College of SHurgeons (ACS),
49-50

America’s “Bes: Claces to Work” list, 2

Anaheirn Memorial Hospital, 7-8, 13,
14,51--92,93

Avitientic leadership style, 5

Zushority: accepting, 109; relinquishing,
and gain back more, 30; sharing, 147;
using systems that push down, 3

Autonomy, excessive, 149-150

Awareness: of goals and decision making,
132; providing, of industry layoffs, 20;
situational, importance of, 30-31

B

Bad news and good news, covering both,
20

Bankruptcy, 2, 91

Bardis, John, 50

Benefit policies: changing, 169;
improving, 80—81

Benefits, wellness, providing, 100

Best Buy, 10

“Best Places to Work” lists, 2, 87

Big-picture threats, addressing, 169172

BlackBerry, 18, 115

Blame, accepting, 36

Blumenfeld, Liza, 138—139

Board meetings, having select managers
sitting in on, 131-132

Bond ratings, explaining, 65-66, 117

Bonuses, 123, 124

Boss, having others act as your, 29-30
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Budgets, goal of making your, significance
of, 117

Bureaucracy, 171

Business concepts, using storytelling to
explain, 65-66

Buzachero, Vic, 77

C

California Emergency Medical Services
Authority, 49

Career planning and development,
helping with, 85-87, 99

“Career Planning Toolkit,” 86

Career Resource Center (CRC), 97-98

Carmona, Richard, 39, 44

Cause: committing to a, 42, 43, 48;
common, pulling together around a,
48; giving to a, versus personally
involving yourself in a, 54—55. See
also Relief missions

Celebration-of-life events, promoting,
106, 107

Celebrations, having, 124, 139

Centralization, 129, 145, 150, 154

Ceremonies, holding, 132

Chain of command, showing respect for
the, 16, 17

Challenge coins, significance of, 179-18U

Change: cultural, 1415, 135, 137, 144
175; empowering employees 0 assist
in, 81-84; fear of, confron-iu;, 176;
openness to, importat.ce of, 164;
promoting, instead. of resisting, 176;
providing context ¢hout, using stories
for, 67; resistonee O, 163-164;
retiring eatly iti'the face of, 175

Change agents, inanagers as, 135

CIO Advisory Team, 80

“CIO Connect” meetings, 80

Coaching, 32, 99, 131. See also
Leadership Academy

“Coffee talks,” 77

Cofinas, Rebecca, 154

Collaboration: consistently engaging in,
80; embedding, incrementally,
159-160; engendering, proactively,
throughout the ranks, 154—158;
forming teams for, in the Leadership
Academy, 132; mobilizing,
proactively, 149—154; modeling, 158;
stressing, 173, 174; unprecedented,
during relief mission, 52
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Collaborative decision making, bringing
people together for, 143-161

Co-management, 155-158, 172

Commitment, 3, 4, 5, 16, 42, 43, 48, 63,
86,91-95, 96, 105, 128, 173, 181

Common cause, pulling together around
a, 48

Commonalities, 160

Communication breakdown, 116

Communication gap, bridging, 147, 153,
160. See also Information gaps,
bridging

Communication skills, training in,
providing, 77

Communications survey, 78

Communicator role, 16, 22

Complacency, 165

Conflict: avoiding, by re:clving
misunderstandings, 18; being plagued
by, shifting troni, 17; escalation of, 37,
85; festering, 71-72, 72-73

Conflicti=sclution, 72, 85, 146—147, 160

Cenrlection, importance of, 3, 4, 5, 8, 27.
Cee also specific aspects of forming
connections and building relationships

Consequences: of a decision, taking
responsibility for the, 148; explaining,
of actions and inaction, 66—67. See
also Accountability

Consultants, outside, issue with, 121-122

Consulting with employees, 11

Contests, holding, to engage employees
in storytelling, 68

Context, storytelling providing, 65-66,
67, 117

Contingency planning, implementing:
accountability for, 111; as a way of
life, 165—169. See also Disaster
preparedness; “What if” question,
asking the

Continuous process improvement, 172,
173

Corporate reporting structure, redesigned,
149, 152—154. See also Horizontal
management

Credibility, losing, risk of, 92, 93, 119

Credibility factor, 39-55

Credit, sharing the, 36, 140

Crena, Ruby, 100

Crises, external, responding to. See Relief
missions
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Crisis support, providing, for personnel.
See Safety nets

Cultural alignment, 137

Cultural change, 14-15, 135, 137, 141,
175

Culture: of accountability, 110; of
advocacy, creating a, 71-88; building
storytelling into your, 67-68; of
caring, 104; dissemination of, 140;
silo-oriented, 129, 133; strategic
planning for building out the, 169;
systems view toward, managers
adopting a, 133; that emphasizes
excellence, building a, 125; umbrella,
need for an, 130

“Culture of Excellence” blog, 67—68

Culture shift, 14, 133, 134

Cummings, Mary Michael, 37

Current news, keeping employees up on,
19-20

Customers: shifting needs of, keeping
ahead of, 165; taking care of, as a
priority, 2; telling stories about
helping, 59-62

D

Decentralization, 129, 150—151

Decision making: awareness of senior
leadership’s, 132; better, 32, 34-35;
board, having select managar:
observe, 131-132; centretized, 129;
collaborative, bringiag neople
together for, 143--161; consulting
with staff duriig, 11; implications of,
considering; 3;.involving staff in, 80;
strategic, bacic consideration in, 94;
taking responsibility for, 148

Dedicated Education Unit (DEU), 99

Dialogue: inviting, 19—20; resolving
issues through, 3

Digital world, 181

Disaster preparedness, 43—44, 48, 49,
167-168, 168

Disasters, external, responding to. See
Relief missions

Distancing, 27, 30, 37, 139

Dual assignments, allowing for, 86—87

E
Eastman, Brent, 40, 50, 52-53, 54, 138
Ego, 31, 36, 37, 160
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“Elephant in the room” discussion, 34

Email: responding to, 17-19, 22, 115;
sending news headlines by, 133;
soliciting feedback by, 78

Email updates, providing: to improve
department communication, 80; of
relief mission efforts, 45-46, 47, 51

Emailing industry-related news. See
Market News

Emotional attachment, 38

Empathy, increasing, 29-30, 31

Employee 100 program, 137

Employee Assistance Program (EAP), 71,
72-173, 74, 84-85, 98, 101, 105-107,
122

Employee satisfaction, 4, 72, 74, 117,
144. See also Great Place to Work
(GPTW) survey: lob satisfaction

Employee-executiv= d vide, bridging,
need for, 3

Employees: ina giving them a voice,
76—:; ignoring your, effect of, 1-2,
64; inspiring your, 42, 68-70, 181;
inviting, to tell stories, 67-68;
Knowing your, 7-23, 33, 181; loving
your, 37-38; new, orientation for,
60-61; rallying your, 54, 172-176;
spending time with, importance of, 3,
8, 181; taking care of, importance of,
3,4, 63,73, 74, 88, 89-90, 181. See
also specific aspects pertaining to
employees

Employment covenant, 4, 104

Empowerment, 81-84, 134, 140

Enforcing standards, 118—121

Engagement: committing to, 181; deep,
means of, 29-31; full, as a leader,
22-23; improving, and making it a
priority, 80; and loyalty, building,
from the middle, 127—141; strong,
receiving, 90

Evaluation: 360-degree, asking for, 181;
of leaders, basis for, 113; of managers,
15, 80

Example setting, 116, 118, 128. See also
Modeling

“Excel Together” program, 79

“Excellence All Around You”
activity/presentation, 173-174, 175

Excuses, making, 110, 119

Executive team. See Leadership team



Explaining, using storytelling skills for,
65-67, 117
Eye contact, making, 14

F

Face-to-face storytelling, importance of,
67

Failing organizations, turnaround of, 2, 5,
112, 120, 122, 125, 140, 167, 175

Failure stories, telling, 65

“Falling up,” 176

Fay, Catherine, 133

Fear, 33, 35, 96, 125, 134, 176

Feedback: honest, 32, 34-35; mobilizing
based on, 173; soliciting, 34, 77-78,
181; and taking it seriously by making
changes, 79

FEMA, 44

Fischer, Susan, 82

Flattening the organization, 19

Fly-bys, 9, 181

Focus groups, use of, 77-78, 79

Fortune, 2, 87

Fragmentation, 149150

Friendships, close, forming, 32, 33,
137-139

Front-line leadership: action to take for,
summarized, 23, 38, 55, 70, 88, 107
125-126, 141, 160—-161, 177,718+
benefits of, 5, 180; essentiat
components of, 3—4, 181: gotting
started on, 181; risks.or. 130;
satisfaction from ~180; significance of,
5. See also specific aspects of front-line
leadership

Front-line storics, telling, 59-62

Fun, 19, 21-22, 132

Future, attitude toward the, 176

Future-oriented thinking, importance of,

165

G

Gamboa, Edward, 50

Gammiere, Tom, 118-120

“Give more, get more” principle,
104-107

Goals: alignment with, 117, 133;
awareness of, 132; clear, setting, 112;
establishing your own, 114, 115, 116;
helping people get back on track with
meeting, 121-122; key, poorly
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communicating and lack of follow up
on, 116-117; system-wide,
reiterating, 117

Golden, Lisa, 81, 82

Good deeds, reporting, 4548, 51. See
also Relief missions

Good news and bad news, covering both,
20

Good performance, rewarding, 123124

Gratitude, expressing your, 31

Great Place to Work (GPTW) survey, 78,
79-81, 97, 154, 169

Great Recession, 90-91, 93, 94-95,
96-97, 113

Greeting employees, 7, 14, 22

Grounded, staying, 27-38

b

Haiti earthquake relie” mission, 49—54

High standards| ci=ating your own,
113-114

Hiring: 4 om within, 86-87, 94-95,
96—-97; from the outside, being more
cliberate about, 95

Hoe Health Solutions Group, 82-83

rionesty, 20, 21, 32, 33, 34-35, 63, 66

HOPE Fund, 101, 103, 128, 136, 137, 138

Horizontal management, 149, 152—154,
159-160, 169, 170

Horizontal perspective, 152

Hostility, 145—146

Hurricane Katrina relief mission, 39-43,
44-45,45-47, 48, 54, 55, 169

Hurricane Rita, 40, 41, 45, 48

Hybrid model, 153. See also Matrix model

1

Ideals, commitment of management to
living out its, 42, 48

Ignoring your people, effect of, 1-2, 64

Immersion, 10—-13

Inaction, explaining consequences of
actions and, 66—67

Incremental approach, 105, 159160,
175-176

Industry changes: big, in technology,
proactively addressing, importance of,
163-164; providing context about, 67

Industry trends. See Market trends

Industry-related news, providing. See
Market News
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Information exchange, resolving issues
through, 3

Information gaps, bridging, 145-149,
153,157, 158, 173174

Informational meetings, holding, 15-17,
137

Innovation, importance of, 164, 170, 174

In-person rounding, 1415, 18

Inside Scripps (newsletter), 67

Inspire your people, 42, 68—70, 181

Integration, 151, 154, 170, 174. See also

Horizontal management

J

Jasma, Wanda, 98

Job losses. See Layoffs

Job requirements, basic, performing
beyond the, 113-115

Job satisfaction, 37, 59, 133. See also
Employee satisfaction

Job security: ensuring, 163—164; making,
a basic consideration, 94. See also
Philosophy of no layoffs

Job shadowing, 87

Job training. See Training

Job transitions, assisting with, 98, 99

Johnson, Dwight, 179-180

Joly, Hubert, 10

Journaling, 51

K
Know your people, 7-23,352 1ol
Knowledge sharing, structue for, 140,
147, 154
Kodak, 170
Komar, June, 136
Kushell, Elliot, 52, 35, 130

L

LaBelle, Jim, 171

Labor of love, 23

Layoffs: actions that lead to, explaining,
67-68; avoiding, philosophy of, 3, 4,
20, 90-91, 93-95, 95-97, 97-99,
105, 149, 151; fallout from, 93;
having to orchestrate, 91-92, 93;
potential for, resulting from lack of
accountability, 110, 111, 116, 123;
stemming from a lack of vision,
166—167; ubiquity of, 2, 20, 96

Leader satisfaction, 180

Leaders. See specific aspects of being a leader
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Leadership Academy, 95-96, 130135,
138, 139, 139-140, 140-141, 158,
169, 173, 174

Leadership Academy Alumni
Association, 135-137

Leadership alignment, 134

Leadership style, 5

Leadership success, key to, 181

Leadership team: accountability of the,
33,110-113, 119-120; evaluation of
the, basis for, 113; existing, replacing,
deviating from, 33. See also Front-line
leadership

Lean process-improvement
methodologies, using, 171-172

Learning: encouraging, 99: from mistakes,
remembering the valuc.of, 28-29

Legacy, company’s, c¢nrizeting to the, 37,
55

Life-cycle benent:, 80-81

Listening: e/nphesis on, 76—78; intent,
focusing on, 30

Logar, Triz, 77

Lonialness, 32, 134

Long Beach Memorial Medical Center,
13-14

Long-term thinking, importance of, 164—
165, 169. See also Strategic planning

Lorente, Barbara, 136

Los Angeles Orthopaedic Hospital,
15-16, 26, 27

Love your people, 37-38

Loyalty: of colleagues as friends, 32;
conflict and, 37; and creating your
own standards, 113; and engagement,
building, from the middle, 127-141;
expectation of, in the paternalistic
model, 104; gaining, 1516, 30, 90,
95, 99; key to producing, 4; lack of
reciprocal, 89; repaying, 94; and
technology, 181

M

Mabrey, Peter, 133

Management Incentive Compensation,
123

Managers: building loyalty and
engagement through, 127-141; as
change agents, 135; developing,
yourself, 128—135; evaluating, 15, 80;
gauging effectiveness of, 79; getting
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close to, 137-139; and giving them a
voice, 135; and letting them lead,
135—137; new, orientation for, 74; as
partners, cultivating, impact of, 141;
tracking development of, 80; who
grow lazy, 115. See also specific aspects
pertaining to managers

Managing down, 74-76, 87, 158

Market News, 19-20, 133, 181

Market trends: anticipating, 3; keeping
ahead of, 165; predicting and mana-
ging for, accountability for, 110111

Market volatility, increasing, 181

Matrix model, 152—154, 159—160. See
also Horizontal management

“Me” issues, taking care of, 89—107

Meaning/meaningfulness, 5, 45-48, 107,
174

MedAssets, 50

Media coverage, 48

Medicare changes, 92

Meetings: board, having select managers
sitting in on, 131-132;
informational, holding, 15-17, 137;
regular, holding, 7, 80; showing up on
time to, 115; staff, improved,133

Mentoring, 99, 129, 131, 134, 158. See
also Leadership Academy

Merit-based pay increases, maintaiuit.g,
123

Middle managers. See Manager:

Mission alignment, 133; 181

Mission statements, 45, 53

Mistakes, learning ftom, remembering
the value of, 28—-2Y

Misunderstanaings, intervening in and
resolving, 18. See also Conflict
resolution

Modeling, 129, 139, 158. See also
Example setting

Morale, 9, 30, 33, 58, 76, 92, 139, 146,
167, 169

Mower, Bonny, 98-99

Murguia, Jorge, 137

Mutual trust, developing, structure for,

140

N
Neglect, 167
Neppes, Helen, 102-103
Never-ending job, 22-23
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New employee orientation, 60—61

New manager orientation, 74

New talent, attracting, 169

News, industry-related, emailing. See
Market News

Newsletters, use of, 67, 78

9/11, 43

No-confidence votes, 146

“Now what?” thinking, 167, 169

(e}

Observation, 10

“One Scripps” initiative, 153

One-on-one discussions, having, 77

Open door policies, 76

Openness, 145, 147, 164-Sec.also
Transparency

Opportunities, seeing, <hat are in
disguise, 174

Optimism, 175

Organizaticriel changes, providing
cor'tas ¢ about, 67

Orier tation: new employee, 60—61; new
n.anager, 74

“Crther Side of the Fence” program, 87

Otter, Johan, 135, 136, 138, 139

Qutside consultants, issue with, 121-122

P

Partners: cultivating managers as, impact
of, 141; leaning on, to stay grounded,
31-34

Paternalistic model, 104

Patience, 175

Performance, good, rewarding, 123124

Performance improvement, 73, 169

Performance metrics, important, ensuring
understanding of, 116—117. See also
Standards

Personal involvement, importance of,
54-55

Personal life issues, providing support
that extends to, 99—-104

Personal risk, accepting, 42, 48, 50. See
also Risks, willingness to take

Personal satisfaction, 55

Perspective, losing, avoiding, 27-38

Perspectives: dual, need for, 159;
expanding, of managers, 128—129

Peterson, Steve, 140—141
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Philosophy of no layoffs: committing to a,
not a policy, 91-95, 105; contrasting
your, with news of industry layoffs, 20;
creating structures that support the,
97-99, 149, 151; and making it
public, 3; questioning the, 4;
skepticism toward a, 91, 95, 96;
starting with a, 90-91; sticking
with the, during tough times,

95-97

Phone tag, 18

Physical presence, powerful effect of,
13-15

Physicians Leadership Academy (PLA),
158

Physicians Leadership Cabinet (PLC),
146, 147, 148-149, 152, 159

Physicians Relations Committee, 146

Pilot programs, inventing, for yourself,
181

Planning: contingency, 165-169; for the
long term, importance of, 164-165;
strategic, 169172

Policy improvement, feedback leading to,
80-81

Power: informal, 147; sharing, 139-141,
147, 148, 153

Pretending, 9

Preventative action, importance cf;. 170

Price, Barbara, 122

Pride, 35, 37,42, 47, 53, 74,79, 101, 130,
174

Proactive collaboratioti, 154—158

Process improvemens, 171-172, 173

Productivity impiovement, 4

Project Management Office (PMO),
121-123

Promoting from within, 35, 86, 95

Public service, stories about, telling,

62

Pulling together, 70

Purpose: losing sight of our true, 4;
reminder of one’s true, 32; sense of,
gaining a, 107

Q
Quality goals, meeting, significance of,
117
Quality improvement, 4, 169
Quantitative and qualitative feedback,
gathering, 78
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Question-and-answer (Q&A) sessions,
holding, 15-17, 21, 22, 77, 96, 131,
135, 181

R

Raises, 123

Raising the bar, 87-88

Rallying your people, 54, 172-176

Randolph, Paul, 85

“Rapid cycle redesigns,” 172

Rapport, 7

Real answers, commitment to giving,
16-17

Reality checks, 33

Recession, historical. See Great Recession

Recognition, 68, 79, 140, 179, 180

Relations, poisoned, healing; 160. See also
Conflict resolutior:

Relationships, importance of, 181. See
also Connection, importance of

Relief missicnic. 3¢ —45, 4547, 48—54,

548580
Repeat=d!: . taking action for a cause,
4554

Rosilency, 176

Resistance to change, 163-164

Resources/tools to succeed, giving
employees with, 84-87, 121-123

Respect: gaining, from your people, 30,
36, 38; showing, for the chain of
command, 16, 17

Responsibility: accepting, 109; to
employees and their families, 4; for
full consequences of a decision, 148;
for required changes in your own
behavior, 115; using systems that push
down, 3

Retention, 4, 73, 123, 169

Retiree Relations program, 100-101

Retirement program, phased/staged, 81,
98-99

Retiring early in the face of change, 175

Retraining, providing, 97-98

Risk management process,
implementation of a, 168

Risks, willingness to take, 170, 180. See
also Personal risk, accepting

Rituals, 132

Roadmap, using a, 174

Roberts, Michelle, 86

Rookie/trainee, seeing yourself as a,

27-29
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Rotherberger, Richard, 111-112
Rounding, 14-15, 18, 22, 52, 7677, 181

S

Sacrifice, 4, 22-23, 42, 48

Safety nets: creating, 101—-103; evolution
of, 104—107; middle managers
providing, 127-128, 136

St. Frangois de Sales Hospital, Haiti,
51-53

San Diego Fire Department, 49

Scripps, Ellen Browning, 37

Scripps Clinic, 54, 122

Scripps Encinitas, 156

Scripps Green Hospital, 86, 133

Scripps Health, described, 2—3. See also
specific aspects pertaining to Scripps

Scripps La Jolla, 2, 12, 81-82, 130, 179

Scripps Mercy Hospital, 21, 68, 116-117,
118,119, 120, 129, 130, 143-144,
156

Scripps Night at the Ballpark, 22, 31-32,
100, 135

Scripps System Resource Services
(SSRS), 83-84

Self-evaluation, 181

Senior management. See Leadership tean

Setbacks, resiliency following, 176

Severance costs, avoiding, 98

Shackford, Maureen, 54

Sherlock, Cynthia, 136

Short-term gains, issues with, 123,
166-167

Sills, Rob, 54, 55,17+

Silos, 129, 133, 142-150, 170, 174

Situational awaieness, importance of,
30-31

Smartphone use, 18, 115, 163, 164

Solutions, owning, 148

Sondoozi, Tarane, 85

Spangler, Analee, 102-103

Spangler, Josh, 102103

Spangler, Logan, 102, 103

Spoof videos, having fun with, 21-22

Staffing, increasing, 2

Staged/phased retirement program, 81,
98-99

Standardization, 99, 144, 151, 152, 153,
154, 155, 156, 157, 168, 170, 171, 172

Standards: clear, setting, importance of,
116-118; creating your own,
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113-116; enforcing, 118—121; same,
holding people accountable to the,
111

Stanziano, Don, 94-95

Steward, serving as a, 37

Storytelling, 21, 45-46, 51, 57-170, 117,
174

Strategic alignment, 137

Strategic goals, hitting, significance of,
117

Strategic planning, 112, 168, 169-172.
See also “What if” question, asking the

“Success Shares” program, 80, 123-124

Sulier, Jean, 134

Support staff, importance of, 4445

Surveys, 71, 78, 79-81, 82, 97, 131, 136,
154, 168, 169

Survival-mode planning 112

System redesign, 171-172

T

Task forae, weof a, 81, 148

Teacher = le, 16, 18, 20, 22

Teain epirit, 47, 54

Tean s: collaborative, bringing people
together to form, 143-161; core,
building, early, 34-35

Teamwork, better, 174

Technological shifts, big, proactively
addressing, importance of, 163164

Technology, limitations of, 181

Tension, constructive, 145, 153, 159

Tenure, 87

Thomas, Patric, 80

360-degree evaluations, 181

Tone, setting the, 75-76

Tools/resources to succeed, giving
employees the, 84-87, 121-123

Top executives. See Leadership team

Topol, Eric, 164

Tough times: maintaining merit-based
pay during, 123; sticking with your
philosophy of no layoffs during,
95-97. See also Great Recession

Tracking, 80

Traditions, 179

Trainee/rookie, seeing yourself as a,
27-29

Training, 77, 80, 99, 173

Training costs, 98

Transparency, 15, 17, 20, 33, 111-112,
140, 141, 147, 158, 159-160
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Trends. See Market trends

Trust, 5, 7, 22, 33, 35, 37, 42, 91, 140,
145, 149, 160

Truth, 20, 23, 36, 112

Turnover, 15, 87, 133

U
University of Maryland, 53
University of Texas Medical Center, 39
U.S. Department of Defense, 168, 169
U.S. Department of Health and Human
Services, 44
U.S. health care system, 171
U.S. News & World Report, 2
Uzitas, Michael, 86

A%

“Value by Design” initiative, 171-172,
173-174, 175

Values and character, stories evoking, 63

“Van Gorder dance,” 14—15

Van Gorder, Harold Wilfred, 89

Van Gorder, Rosemary, 12—13, 31-32,
57,137-138

Vargas, Elfida, 127-128, 136

Vaughn, Wendy J., 139

Vertical perspective, 151152

Virtuous cycle of care, 107

Virtuous dynamic of care, 103—10%

Visibility, 13-15, 22, 45-48

Vision: lack of, impact of a. 164-167;
spreading the, 173

Visual storytelling, 67

Visualization, 174
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Voice, giving your people a, 76-78, 135,
149

Volunteering, 11-13, 22, 29, 30, 45, 49,
101

w

Wakeup call, 26-27

Walking the hallways. See Rounding

Walsh, Valerie, 136

“We” vs. “1,” speaking in terms of,
36-37

Wellness benefits, 100

West Wireless Health Institute, 164

“What if” question, asking the, 163-177

“Why” questions, stories that answer,
59-60

Witman, Amy, 40, 46

Work ethic, strong, emphuasis on a, 113

Work Life Services 101—103

Working alongsid= employees, 78,
10-13

Working Mouher, 2

Warkirig together to make decisions,
=161

Veorkplace Empowerment (WE) teams,
81-82

Workplace safety, improving, 81-82

X
Yourself: accountability for, 93; being,
20-22; creating standards for,
113-116; developing middle
managers, 128—135; getting outside,
25-38; telling stories about, 21
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