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April 18, 2008 Discussion Re-Cap
GETTING THINGS DONE:  
Defining Expectations, Measuring Progress and 

Developing Accountability
Highlight of the Discussion:

Our discussion focused on the importance of accountability in order to get things done and creating a solid foundation for open and clear communication to occur within the group/organization.

The Leader

We touched upon the impact an owner or manager’s behavior has on the performance of the team.  Lead individual’s set the “culture” for others in the organization or division/department, etc. depending on their specific role.  The integrity (connection between words and actions) of this individual sets the stage for other’s to model.  Therefore, having an understanding of our styles as leaders can help us uncover areas of strength as well as potential areas for improvement especially with regards to our integrity.  Integrity can be as simple as showing up for meetings on time, meeting deadlines, following through on what we say we are going to do, etc.
The Organization

In our discussion, we shared the Strategy House Model which included a pillar for the Here & Now (Current Situation) and a pillar for the There & Then (future projection) and in between being the Gap.  In order to close the gap, a plan would need to be created.  However, before any of this is addressed, a strong foundation would need to be created.  Within our foundation, we discussed the following items as part of our foundation (which related to our prior roundtable discussion on Stages of Teams and creating Rules of Conduct):
· Integrity

· Sharing Vision, Mission, Goals, etc.

· Open and Clear Communication

· Trust

· Respect

· Commitment

Accountability/Communication Model

Once the Strategy House was set into place, a model for accountability and communication was shared from the book, Who Will Do What by When? which included the following:

Gap – The difference between where things stand now and where you would like them to be (This can be organizational, departmental, individual)

Declaration – A statement of your commitment (A Goal declared as true; not something to hope for)

Request – The act of asking for a promise (i.e. help) 

Make it clear; give context – What is the situation?  That way, the other party can see the importance of the request and it gives the task meaning.  By giving big picture, it creates the possibility to gain a different perspective and come up with a better idea.  It’s more respectful then simply telling others what you want (i.e. command – not sustainable; short term) 
4 Responses to a Request:  Yes, No, Alternative or Committing to Respond at a Future time.

Promise – Commitment to future action in a specified time frame

*Personal power and success are determined by your ability to make and fulfill promises.

*Get clarity on who will do what by when

*Mistake vs. Lie

Acknowledge – When promise is fulfilled, recognize, express gratitude or thanks. 

(According to Gallup Polls, 65% of employees leave their jobs because they don’t feel appreciated)

People function on emotional currency as much as they do monetary currency
Will all promises be fulfilled?   Of course not.  No one fulfills all their promises, but you can honor all your promises by doing the following:
Renegotiate - If before the deadline you realize you cannot fulfill the promise.

3 Steps:  1)  Apologize  2) Inquire about the damages your re-negotiating might cause and 3) Work out the best solution and make a new promise.

Clean-Up – If a deadline is missed and you did not fulfill your promise, following these 3 Steps:  1) Admit that you didn’t fulfill the promise and apologize appropriately. 2)  Ask about how your failure to fulfill the promise affected the other person and make amends as needed. 3) Make a new promise.

Complain – If someone did not fulfill a promise to you, follow 3 Steps: 1) You can only complain if you originally got a promise (with no promise – no valid complaint.  This helps to encourage clear communication upfront vs. unspoken expectations), 

2) Only complain to someone who can do something about your issue (otherwise it is whining or gossip) 3) Only complain when you are feeling centered or level headed.  You can’t say a constructive thing when you are in a destructive emotion.
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