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Part I:  Leadership competencies

	Competency
	Key concept
	Application

How did you use the key concept in your workplace?
	What was the outcome?

What difference, if any, did it make in the workplace?


	What leadership lesson(s) did you learn?

	Building trust
	Dr. Stephen Covey, in his book The Seven Habits of Highly Effective People, uses the metaphor of the emotional bank account as a way of describing the amount of trust that has been built up in a relationship.  Acts of trust are like deposits in the account; damaging behaviors such as lies, failure to keep commitments, betrayals are withdrawals.  The trust level we have with another person depends on the balance in our trust account with that person.

Gauging the trust level between two people is important because it has a significant impact on the relationship.  When the balance is high, communication is much easier and more effective.  When the balance is low or the account is overdrawn, tension and misunderstandings increase and politics and defensiveness become common.
	I was interested to find out the trust level in my work unit so I used the idea of the emotional bank account to measure the trust level.

I brought two rolls of pennies that I opened and placed in a small bowl, a clear jar which represented my emotional bank account, a small box and a stack of red and green blank cards to our next team meeting to explain my idea to the rest of the team.

I would place the items in a location convenient to team members.  When I did something that built trust, the affected team member was to put a penny in the jar and fill out a green card briefly describing what I had done to build trust.  On the other hand, if I did something that created a withdrawal from the emotional bank account, the affected team member was to remove a penny from my bank account and return it to the bowl and fill out a red card briefly describing what I had done to damage trust.

Although I did not share this with my team members, my personal goal was to have the 100 pennies in my bank account within a two-week period.
	Initially my team members thought it was a hokey idea.  The first couple of days no one participated.  Then someone took the first step.  Unfortunately it turned out to be a withdrawal before there was even any money in my account.  It appears that one team member had observed my being praised by our manager for a great report that I had not written.  Although I did not take credit for the report, I had not told the manager who had actually written the report.  The team member who made the withdrawal stated that I didn’t give people credit when they had earned it and I didn’t take advantage of opportunities to praise people to upper management.

After the first withdrawal, team members became very active, continuously making deposits and withdrawals.

The bank account seemed to give people a feeling of empowerment, that they had a say in our group’s operation and that I was interested in their feedback.
	My ideas about trust have changed dramatically.

Here were some of my previous assumptions and how they have changed.

1.   I did not think much about trust in the workplace.  Trust was important to me with my family and friends but not in the workplace.  Now I realize how important trust is.  It affects everyone and everything in the workplace.  When I found out that I had a low emotional bank account with my team members, some things that had occurred in our work unit began to make sense.  For example, I noticed that people kept their distance from me and conversations were generally short and always work-related.

2.   I assumed that you were automatically given trust and it was up to you to keep it or lose it.  I had no idea that you needed to earn trust.  Now I spend a part of every day reflecting on my behaviors and on the feedback that I have received from my staff so that I can consciously do things that will build trust.

3.   I thought the loss of trust had to do with big things – like outright lies or breaking confidentiality.  My team taught me that small things matter as well.  For example, I learned that it was important that I made a conscious effort to make sure people received the credit that was owed them.  When our manager says that a report is good, I now tell our manager the person who did the report so that that person’s visibility is increased and the person gets the credit he or she deserves.  I’ve gone even further in this area by sending emails to our manager about significant contributions by staff members.  I copy the staff member on the email and place a copy of the email in the employee’s personnel file.

	Coaching employees
	
	
	
	

	Communicating through writing
	
	
	
	

	Counseling and Disciplining
	
	
	
	

	Empowering and delegating
	
	
	
	

	Leading by example
	
	
	
	

	Listening and communicating
	
	
	
	

	Managing employee performance
	
	
	
	

	Managing time
	
	
	
	

	Providing quality customer service
	
	
	
	

	Recognizing and motivating others
	
	
	
	

	Treating others respectfully
	
	
	
	


Part II:  Practices of exemplary leaders

	Leadership practice
	Best practice

	Model the way
	

	Inspire a shared vision
	A.

Have your work unit develop a list of operating principles that answer the question “What are the values that should guide our daily decisions and actions?”

Begin by having everyone at a team meeting state what their workplace values are.  Examples of values:  treat coworkers the way that they want to be treated; agree to disagree within the work unit but present a united front to the outside.

Identify common values and unique values.

Determine if there are any value conflicts.

Talk about how you can honor individual values and yet as a team have common values that govern your collective behavior.

Post collective values in visible places around your workplace common areas.

Read these values at team meetings.

Reinforce team behavior that reflects these values.

B.

I selected this best practice because I noted that there was a lot of conflict among our team members.  I believe that we are all committed and hard workers so I was confused about the conflict.  I decided that we needed to focus on what we had in common.  Also, maybe there were some value conflicts affecting behavior that had not been identified.

C.

By identifying, promoting and reinforcing our common values, we were able to focus on what we had in common rather than the differences among us.  It seemed to reinspire our unit.  One of the two commitments of inspiring a shared vision is to enlist others in a common vision by appealing to their values, interests, hopes and dreams.  This best practice is a start to enlisting others by identifying and emphasizing our collective values.

	Challenge the process
	

	Enable others to act
	

	Encourage the heart
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