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Dare





Exploring a High Point in Your Life …





You, as well as everyone in this organization, have been part of many transformational initiatives—in government, non-profits, communities, etc.  Certainly there have been ups and downs, peaks and valleys, high points and low points.  As you do a quick scan of moments in your life or career where you joined with others to create change or innovation, I would like you to reflect on one transformational initiative that stands out as a high point for you in terms of experiences or qualities like inspiration, hope, energy, enthusiasm, or joy.





Share the story with your partner: what happened, where, when?


Describe the feelings, and explore: what role did the experiences of inspiration, hope, enthusiasm, or joy play?  For you and your leadership? Impact on the relationships or group?


How were the feelings fostered?


What were the corporate or community results?





Talking about value …





Self: without being humble, what is it that you value most about yourself—as a leader of change and as a human being? Can you share an example?





Now thinking about your current organization, what do you value most about this system---and what is the “core factor” that gives life to the system (without it the organization would not be what it is)?





Building on this and assuming the organization or system will change in the future, what are those qualities, capacities, strengths, assets, etc. that you would want to keep or build upon, even as the system moves into a new and changing future?





3.  Compelling Communication





Compelling communication is essential to the success of any endeavor or organization.  Compelling communication occurs when information is shared in ways that enhance the relationships among people and their ability to do a good job.  It occurs when conversation, dialog or inquiry is open, honest and action-oriented.  It serves to strengthen relationships, to focus on the work to be done, and to convey a sense of caring and commitment.





Compelling Communication is a two-way street.  It involves sincere listening as well as open expression of ideas and opinions.  When people feel “in the know,” have the information needed to do their job, and feel listened to and heard, they are better able to collaborate and co-create.  Compelling communication gives people a sense of connection and belonging.  It enables people to work together in ways that are mutually satisfying and inspiring. 








1.  Tell me about a time when compelling communication allowed you and another person to really connect and to work together exceptionally well.  What was the situation?  What was it about you, the other person, and the communication that made this possible?





2.  Consider the various forms of communication used within organizations where you have worked. 





Which was the most effective in providing people with information to do their jobs?





Which most fostered a sense of connection and belonging?





Which most enabled people to work together in ways that are mutually satisfying and inspiring.





4.  Customer-Focused Service





Customer-focused service delivers the products and services customers want at a level of quality that delights them and brings joy to our work.  Customers perceive that their priorities are our priorities and that our efforts are focused on delivering the best service our resources will permit.  Our efforts involve a meticulous understanding of and attention to customer desires, smooth and accurate pass-offs from person to person and function to function, a shared focus on doing the right thing, a common commitment to be easy to do business with and to show by our actions that we care about our customers.





1.  Describe a time when you experienced what you considered to be customer-focused service.  





What was the situation?





How did that experience shape your relationship with the organization and its products or services?





2.  Think of a time when you believe you were involved in providing customer-focused service, either with the HRO or some other organization.





What was it about you that facilitated that excellent service?  What is it about your co-workers that contributed?  What about the organization contributed?





What impact did that service have on customer relations?  On the people who delivered the service?  On the organization’s overall performance?





5.  Professional Growth





The occupation of Human Resources professional is a demanding one.  We are faced with increasingly rapid changes in the organizations we serve, the laws and regulations that guide us and in the technology we use.  As professionals we need tomorrow’s best tools to face the challenges of tomorrow.  As individuals we must be adaptable, resilient, resourceful and committed to our own growth. Meeting these challenges requires that we each take charge of our personal and professional development, and co-create an organization that supports our efforts.





1.  Think back throughout your career to a time when you felt you were eager to learn and were making large strides in developing your professional knowledge and skills, a time when you may have even amazed yourself with the breadth and depth of the learning you were going through.





Tell the story of how this development occurred.  What planted the seeds of this new direction? What process did you follow?





What made this most effective for you?  What personal challenges did you have to overcome? What gave you the energy to continue moving forward? What personal growth was required to make the effort successful for you?





How were your efforts supported by others and by whom?
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Dream





Looking Back to the Future





Close your eyes and imagine that you accepted an overseas assignment a few years ago and just returned to the HRO.  It’s 2007.  When you report back for the first day, you notice a level of excitement among the staff about their jobs and their personal development that you have never seen among this or any other group of employees.   The HRO staff seems more customer-focused and energized.  The customers are smiling.  You feel compelled to ask your coworkers how all of this came to be.   





They are focused on their customer:





What actions did the HRO take to make achieve this?  








Which of these did we start with to achieve these results?








What was the smallest change that made the greatest difference in customer service?








Compelling communication is now the only form of communication within the organization:





What is different?





How did we get there?





How does it feel?





There is a zest for learning and everybody seems to be actively engaged in some kind of professional development activity.  





What new things are they doing for professional development?  What does that program look like?





How did they get started?








How did they overcome the challenges of budget limitations and the demands of day-to-day work to make such great strides?








Over all:


What do they say were the keys to success? 








What was the smallest change that made the largest impact?




















In thinking about the ideas we have been discussing for the last few days, Compelling Communication, Customer-focused Service and Personal and Professional Growth:





What are you willing to do tomorrow to bring this new era about?





What are the key steps in each of these areas that you can take right away?  The HRO as an organization?





What are the next steps for each area?





Who do we need to engage to assist us in this effort?  











