’Lél;'ﬁ{; % M

www.sciencep.com




K ISR R A

Creating a
Culture of
Succ

Fine-Tuning the Heart and S

7374 4

[<]1C. B #54FF R AFES F
B iF

H & & B B



g E T

T R S R BAHA D, TR I BiRERA B
I E, ABEEE - TEI “RIIWARE” WHRXHTEER, &
Bl a@mat T el HR b “EERScl” MURAESR
FIRUEE e | BRAWISCMERE L, EEOVERE, FRAH
REWE | TEAEE AR F PR REE S FT M.

EHERR%RE (CIP) #ig

3 304k 2 i Th = Creating A Culture of Success: T/ () HMKE
(Dygert, C.B. ), (3£) #4 (Jacobs, C. A ) .
—REA. —ILRt: RleEdRRet, 2008
(R IETE i)

ISBN 978-7-03-022023-3

[. % 0.QW--QOf- 0. OKE-E5EYOl Ik -
BEMEY V.H319.4; F

P R A E 4508 CIP BB (2008) 25071744 5

FEHE: WAL REH/ Tk ROE
FAEFR A BEF / HELT: KK

4 4 & B8R
LA RIS 16 5
R4 . 100717
http://www.sciencep.com

R PP A ML 185 8] E[IR)
FEMBAET SHhFeEPESy
2008 4E5 A% — MR FFA. BS (720 x1000)
2008 45 H4E—REIR] Oisk. 83/4
% 1—5 000 FH: 156 000

EM: 20.00 ¢
CHm B 35 o B IR, S 40 38 i ST >)



ACKNOWLEDGMENTS

B

No book is born without the help of others. Our journey to this second edition
was no exception. First and foremost, we would like to thank our many
clients and colleagues over the years who allowed us to be a part of their
organizations and share our culture improvement techniques. The lessons
learned from serving them are the foundation for this book, and thus, this
book would never have been possible without them.

We would like to thank Neil Eskelin who took our first collection of
lecture notes and distilled them into the first edition of this book. And, we
would like to thank the staff at Moo Press Business Books for working with
us through the numerous updates and helping us organize the revised
manuscript into a solid guidebook for anyone interested in improving the
culture where they work or volunteer.

Many thanks to the readers of the first edition, and most recently, to
our peer group reviewers who read the draft manuscript and provided
valuable feedback and constructive criticism that shaped the final book. We
especially thank the following colleagues who gave graciously of their time:
Ted Coons, Ray Forbes, Ph.D., Paul Greenland, Jackie Hammonds, Cris
Holtzmuller, Jim Hopkins, Chuck Hossom, Ginnie McDevitt, George Smith,
Ph.D., and Dan Toussant.

A special thank you goes out to Gregg Foster from Charles Dygert, not
only as an early reader, but as a person who encouraged the first book’s
publication and motivated Charles to write Success is A Team Effort, and with
Rich Jacobs write Managing for Success. Thank you, Gregg, for your early and
continued support and encouragement.

Finally, we would like to thank our families for their patience and
support; especially our wives Donna Dygert and Ingrid Jacobs who helped
us in sO many ways.



DEDICATIONS

B 45

This book is dedicated to my leadership models: my father “Captain” Ed Dygert, and

my uncle Ken Dygert.
— Charles B. Dygert, Ph.D.

This book is dedicated to my mentors, who believed in me: my father Dick Jacobs and

Lew Gayner.
— Richard A. Jacobs, P.E.



ABOUT THE AUTHORS

EE" T

Charles B. Dygert, Ph.D. began his career as a tool and die maker for
General Motors. He earned his Bachelors, Masters, and Doctorate degrees
from The Ohio State University and served on their faculty for nineteen
years. For seven years of his university career, Dygert served as a manag-
ement specialist with the Ohio Department of Development, Economic
Development Team, the same Development Team that brought Honda of
America to Ohio. He is a Certified Speaking Professional and was awarded
the Council of Peers Award for Excellence, both designations of the National
Speakers Association. As a distinguished speaker on leadership, motivation,
productivity, and team building, he has given over 2,500 presentations in all
fifty states and in several foreign countries during the past twenty-five
years. Author of the acclaimed book, Success is a Team Effort, Dygert is
currently serving as an Adjunct Faculty member for Franklin University’s
School of Business MBA program.

Richard A. Jacobs, RE., is a former CEO who has led many business
turnarounds and cultural transformations. His values developed as he
worked summers as a laborer in a glass plant. His first management job was
in a glass plant some fifteen years later. Brockway, Inc., a Fortune 500
packaging company until it was sold in 1987, was where Jacobs “practiced”
and honed his management skills. Jacobs was president of Brockway Plastics,
Inc. and later president and CEO of National Gas & Oil Corporation. Jacobs
is a registered engineer in Pennsylvania and Ohio.

After nearly thirty-five years of supervising, managing, and leading
others, Jacobs decided to pursue mentoring, teaching, and writing as a
career. Jacobs is currently a “TEC Chair” in Columbus, Ohio where he coaches
CEOs. He has taught in the MBA program at Franklin University where he
works with his co-author, Charles Dygert. Jacobs earned his undergraduate



CREATING A CULTURE OF SUCCESS $& XAt 2T

degree from The Pennsylvania State University and his master’s from Lehigh
University.

Jacobs and his wife, Ingrid, reside on a hilltop outside Granville, Ohio
high above the city lights where deer and wild turkey frequent the
neighborhood.

AT - B. M BAFE SRR Z AN AR L. Ot SO0
EB94F, BHE], AR AERZ NN AT BRI THEEEY TR, i
WRXEEIASMTEMEIN, FIRESRE RN, CEE2%50
AINT 2500 2237 KT B BRI IHEE,

HE - AR UL RS EE, £ (WY 500 3217 Brockway
wElHhe TEBETAE, SE2RMIA CEO, IR Ihiis R el riXx sl
MISCICBCEE . ESS % 41T Brockway Sk, 56 E R A MK KA FSEHM
CEO %HR%F, HREL IR WM RSB LRI,



INTRODUCTION
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What you are about to read is not a book, but an urgent message. Some will
ignore its advice and continue to plod down a wellworn path that leads to
mediocrity and disappointment. To others, however, this volume will be the
turning-point that transforms their leadership and revolutionizes the
organizational climate in which they work.
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The shelves of bookstores are brimming with how-to manuals on
everything from achievement strategies to zero-based budgeting, but
virtually no attention is given to the organization’s culture — the key ingredient
to change, improvement, quality, and satisfaction.
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To most people the term culture simply means, “The way we do things
around here.” Any shift in the status quo is seen as a threat, not an opportunity.
Few understand that it is the success of the culture that drives the success
of the enterprise.
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On these pages we will examine how the internal environment of a
school, a business, or any organization, can predict achievement or failure.
You will understand why a culture change must involve the entire organization —
whether its offices, plants, and people are across the hall or around the globe.
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In some cases it may begin by developing a quality culture for only a
part of the organization. Then, as the culture “comes into its own” and drives
success in that area, the new culture can be brought to other areas of the
organization.
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If you've read William Byham’s and Jeff Cox’s book Zapp you know what
happened when one department “saw the light” and eventually had an impact
on the entire company.’ It can all start with one dedicated, focused person
who is not afraid of change.
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The Crisis of Change
AT AW 9

Without question, during the past decade there have been broad, sweeping
changes in productivity, quality, training techniques, and management in the
American workplace. These changes were dictated by the realization that
education, business, and industry were not keeping pace with international
advances in product quality and “team” cooperative processes. Even the
federal government admitted that if change did not occur soon our country
would not remain a world leader.

In thousands of organizations, traditional, autocratic management
styles are being replaced with supervisory and management techniques that
emphasize coaching or mentoring. The result stimulates human self-value,
personal development, and feelings of being capable (confidence)— thereby
developing an employee’s sense of ownership in his/her company or
organization.

This management transformation is the process by which Dr. W. Edwards
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Deming (the fabled “hero” of quality and team processes in Japan and the
United States) suggests will drive out fear and the lack of trust between
management and the work force. The “we” versus “them” mentality
continues to permeate far too many organizations.

While serious and well-meaning “quality” efforts are being attempted,
real progress is often hindered by halfhearted efforts -— believing that the process
isa quick fix. This can lead to heartache and suspicion. Staff members question,

“Can it really happen here?”

Fine-Tuning the Heart and Soul
®EHR LR |

The introduction of innovative programs tend to raise expectations to new
levels of enthusiasm, but before a real change is made, management is often
off to the next initiative, leaving behind a doubtful work force. Too often
our efforts at follow-through become victims of a “budget-cutting exercise”
or just “poor management.” In these situations, more harm is done than if
it had just been left alone.
The implementation of a culture of success is not for the faint of heart.
It requires a total commitment that goes far beyond a simple statement of
intent or the periodic measurement of performance results.
On the pages that follow you will learn:
FEX R, R 5.
* How to eliminate mistrust among the various layers of an organization.
MR R R R 2 [ AE AT
* How to replace destructive internal competition with cooperation.
T AU A R PR 3E %,
¢ The cause and cure of a win-lose situation.
B —Hir 4y L R RS 5
* Skills for leading the transformation to a culture of success.
queT i) B S S B 5 1 S 3Ty
s How to build an environment where growth, learning, and progress
become primary goals.
AR AR . 2 SR 2B o B AR i SR

Any individual, organization, or company needing to compete in the
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twenty-first century must consider investing serious energies in developing
a team based quality culture, what we call a culture of success.

The decision is not, “Is it necessary?” but rather how to efficiently move
in this direction and establish a never-ending passion to get “quality” and
“team procedures” in place, and to maintain the effectiveness of the process.
We believe this book will make that transition much easier.

Welcome to the culture of success!



Chapter 1
B
Chapter 2
BE
Chapter 3
B==
Chapter 4
FmE
Chapter 5
FhE
Chapter 6
BNE
Chapter 7
FLE
Chapter 8
HBAE

TABLE OF CONTENTS

B x

INTRODUCTION

slE /i
Book-AT-A-GLANCE
BEed /1

AuTtHORS" NOTE

EEMIE /3

CuLTurRE DRIVES SUCCESS
SISl /5

From WatcHpoc To Coacn
MEERL Higs /17
Pornoies To Avom

G CRRERE /31
BARRIERs TO CHANGE
HEXXeREs /39
Wake-Up CaLL

AR EE /55

PeoPLE WANT To CARE
AABIX /65
ELIMINATING THE ENEMY WITHIN
FTESCEB A /73

THE ZONE OF IMPROVEMENT

BE=sE /83



vi CREATING A CULTURE OF SUCCESs SEX1LE BTN

Chapter 9 Six Steps To Success
FhE NEEMBIAL /93
APPENDICES ffisx /107

APPENDIX A Quick Course ON QUALITY

% A XeFEREE /108

APPENDIX B DENISON SURVEY

% B FHEFRRA UL ERR /120
NortEs

TR /121



BoOOK-AT-A-GLANCE
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Culture Drives Success
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Introduces concept of work culture in organizations as a critical and often

overlooked ingredient for success.
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From Watchdog to Coach
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Explains how developing a “shared vision” based on trust and
communication in a team environment improves work culture.
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Potholes to Avoid
I 3T AL B B

Discusses need for people to be involved in the decisions that affect

them.
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Barriers to Change

AR LR

Lists common barriers to change and the impact those barriers might
have on transitioning to a culture of success.

SRS R ST SR B Y, BANER. B

Wake-Up Call
XALREE
Reviews warning signs of culture problems and how to turn the tide.
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People Want to Care
Bk

Discusses impact employee-employer care has on the success of a culture

change.
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Eliminating the Enemy Within
FIRILEA

Describes negative side effects of internal competition and provides steps
to move to a culture of internal cooperation.
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The Zone of Improvement
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Explains benefit (“what’s in it for me”) of moving to a culture of success.
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Six Steps to Success

AT ECMIN

Provides six-step plan for getting started on your path to creating a
culture of success.
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AUTHORS’ NOTE
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Nearly a decade later, we revisit our Culture of Success text with hopes of
getting this important message and guidebook into more hands at more
levels of the organizations that still cry out for better internal culture.!
Having worked in this area for more decades than we care to admit (twenty+
years), we have seen the great success companies and nonprofits can enjoy
with the right internal culture. It saddens us greatly to see so many
organizations ignore or just not be aware of the critical role culture plays in
the success or failure of everything they try to accomplish.

This book began as a collection of lecture notes used at client sites, for
presentations, and in university classes that we taught. We have used the
tirst edition as a guidebook for many organizations (small, medium, and
large) and as a “leave behind” tool to help leaders implement a culture change.

For this revised and updated second edition, we have changed the title
slightly to bring more attention to the importance of culture in any
organization. In many ways, culture is the heart and soul of an organization.
Without the right culture, the organization slows down, loses its vitality,
and could go into a type of cardiac arrest.

Our goal for this revised edition is to help you fine-tune the heart and
soul of your organization, so that you too can achieve the success you have
worked for, the success that you have dreamed of achieving.

We hope that this book will be your guide to bringing greater
awareness to the impact culture has on your organization. Once aware, use
this book as your guide on how to begin and maintain the culture changes.

Do not feel that you must begin on page one and read each chapter
verbatim and in order. We have many war stories throughout the book, and
aside from the last chapter which contains the Six Steps to Success program,
you should feel free to skip around and read the text in any order.
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Appendix A contains background material on organizational theories
and the history of this area, in case you are not familiar with the work of
leaders in this field such as Deming, Juran, and Crosby.

Appendix B contains a recent study from the Denison Organizational
Culture Survey which illustrates the positive financial impact of a high
performance culture (direct evidence of the cause and effect relationship
between a work culture and profitability expectations).

Since each chapter was designed to stand on its own, some repetition
of concepts is inevitable. For that, we apologize. It is not recommended to
read only the last chapter. The last chapter contains a six-step approach to
implementing a culture change, but assumes that you have a good grasp of
the culture concepts presented in eatlier chapters.

Wherever possible in the text, we have tried to use the generic terms
“organization” and “worker” instead of company/association or employee/
volunteer. It is our sincere hope that this book helps nonprofit as well as for-
profit organizations experience the culture of success.

We welcome your feedback, questions, and comments. You can use the
form at the end of this book, or email us at Culture @ moopress.com.

As you may be aware, many tools exist to assist you in implementing
a culture change. The concepts and tools presented in this book are not
meant to be conclusive, but rather a starting point. That is truly our goal in
writing this book, to get more organizations started on the path to Creating
a Culture of Success!

Respectfully submitted,

~ Dr. Charles Dygert and Richard Jacobs, P. E.



