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The Four 'I's' of Talent Management 
CFO (04/11) McCann, David 
 
The Argyle Executive Forum recently hosted a conference on hiring and managing finance professionals. 
Cliff Lange, chief financial officer (CFO) at Boston Mutual Life Insurance, said it is important to look for the 
four "Is" when hiring: intellectual skills, intensity, interpersonal skills, and integrity. Regarding the latter, he 
noted that even a hard working, enthusiastic worker with strong people skills would not fare will if they are 
not trusted. Carim Khouzami, CFO at Baltimore Gas and Electric, said the younger employees at the 
company are regularly rotated to different positions in an effort to take them out of their comfort zones 
and challenge them. For instance, accountants are put into investor relations while tax professionals and 
placed in treasury. These efforts help make employees more well-rounded and keep them excited 
because they have access to more experiences and opportunities, he says. Mark LeClair, senior vice 
president at Volt Consulting Group, said his company spends ample time on identifying what skill sets a 
person needs, based on what is expected from him or her over the long term. He also allows a degree of 
customization in job roles to foster creativity and take unique attributes into consideration. And when 
hiring, the company does not use behavioral assessments but instead observes how candidates interact 
with other people in various settings. However, technical skills are tested by having candidates complete 
a sample piece of work. 
Web Link - May Require Paid Subscription  
 
Business Ethics Courses Skirt Main Issue 
Financial Times (05/02/11) Sandbu, Martin 
 
In teaching business ethics as applied moral philosophy, the author says he tried to guide students in 
exploring such issues as Gordon Gekko's "greed is good" speech from the movie "Wall Street." He says 
"one could start by showing that Gekko's claim is one of many possible types of consequentialism. That 
raises questions both about the empirical premise ... and its moral imperative." The author admits his 
deeply philosophical approach is only one way of teaching ethics, and probably not the most common 
one, noting that business ethics lacks a core body of knowledge and an agreed methodology. With calls 
for business schools to "teach ethics," this confusion is damaging. He says "the most ineffective goal one 
could set is to teach people to be good," but what a university can do is to inculcate analytical skills. While 
there is resistance to the idea that moral values can be the subject of analytical reasoning, the effort 
invested can pay high returns, the author concludes. 
Web Link - May Require Paid Subscription  
 
Are Leaders Made or Born? 
Human Resource Executive (04/25/11) Cappelli, Peter 
 
A study, "Leadership and Neuroscience: Can We Revolutionize the Way That Inspirational Leaders Are 
Identified and Developed?," published in the February issue of The Academy of Management 
Perspectives, provides insights into both sides of the debate about whether leaders are born or made. 
Study researchers focus on the concept of coherence, which gauges the extent to which different areas of 
the human brain communicate with each other. Brains that are more adept at communicating across 
regions may also be better at handling a range of responses and thinking, especially the complex process 
of understanding and reflecting emotions. Researchers used electroencephalographs -- tiny electrodes in 
the head -- to measure the extent to which signals are traveling across parts of the brain. The authors 
determined that greater movement, correlated with greater coherence, was associated with individuals 
who had "bigger picture" visions for their organizations; those with less coherence had more 
individualized or, one could say, more selfish visions. And lastly, those with more collective visions were 
viewed as more inspirational and charismatic by their followers. But the authors are quick to point out that 
the same techniques of mapping brain signals have been used in other contexts to actually retrain the 
brain. Neurofeedback is the process of helping a person understand how his or her brain is firing in 
different ways and recognize the associated feelings so that one can learn to identify the particular 
patterns of firing. There is some evidence that neurofeedback can alter some brain functioning. It may be 
possible to teach individuals how to change their brain waves in ways that improve coherence across 
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regions of the brain, possibly allowing us to process data and emotions in ways that may us more 
inspiring to others. 
Web Link  
 
Evaluating Distance Learning at U Kansas 
Campus Technology (03/30/11) McCrea, Bridget 
 
The University of Kansas plans to reorganize its distance learning program and expand its selection of 
more than 120 different online courses. For the past few months, a task force has been reviewing the 
program and coming up with recommendations for improving distance learning. "We have been offering 
distance courses for quite a while but not in a systematic way," says Barbara Romzek, interim senior vice 
provost for academic affairs. Students who participate in the distance learning program obtain the same 
material and instruction offered in KU's classrooms, receive the same credits, and the online courses cost 
the same as traditional classes. The task force is focusing on students already on campus who are 
interested in taking courses online, as well as those who prefer self-contained online degree programs 
with little or no face-to-face instruction. During the planning process, which will take place over the next 
two months, there also will be a focus on using technology to deliver course content more interactively 
and to make student-centric teaching more interactive online and offline. Recommendations will be 
released this summer, and course redesign will begin this fall. "We're hoping that by next year we'll 
achieve that goal of having more degree programs developed and available through distance delivery," 
says Romzek. 
Web Link  
 
'Who Pays for an EMBA? 
Globe and Mail (CAN) (03/16/11) P. E3 Ramsay, Joan 
 
The cost of obtaining an executive MBA (EMBA) can range from $45,000 to $110,000, and many 
employees use their own funds and personal time for this purpose. But some companies are becoming 
innovative about supporting employees who seek EMBAs. For instance, some companies provide staff 
with time off and flexible hours during the program. Approximately 34 percent of EMBA students in 
Canada were fully funded by their companies in 2010, while 27 where partially funded and 40 percent 
self-funded, according to the Executive MBA Council. Research from the council in 2010 also found that 
students reported an 11.4 percent salary increase between the time they began and completed their 
program. Furthermore, 37 percent of students received promotions and 68 assumed wider 
responsibilities. Business schools are also adapting programs to the needs to workers, such as by 
offering courses on Fridays and Saturdays, notes Shai Dubey director of the Cornell-Queen's EMBA 
program at Queen's University. Experts also say schools are concentrating more on soft skills like 
managing and leadership, distance learning, international elements, and counselors who guide students 
on career strategies. 
Web Link - May Require Free Registration  
 
Testing Times for Companies 
Business Times Singapore (03/15/11) Huifen, Chen 
 
The use of aptitude tests in the workplace enables companies to identify people with relevant skills prior 
to hiring them, according to John Asher, chairman and CEO of Asher Sales Strategies. He notes that the 
practice is less common in Asia and in particular China, so turnover tends to be significantly higher there 
compared to places like the United States and United Kingdom. "In China, the turnover for outside sales 
positions is 42 percent per year, for companies selling B2B. In the US, it is much lower, in the 20s 
(percent). So the turnover rate in China for sales people is twice the turnover rate in the US." Asher says 
approximately 92 percent of Fortune 2000 companies use an aptitude test before hiring a person for any 
position. Correlation studies show that applicable aptitude assessments could represent 50 percent of the 
predictive performance of a sales candidate, he says. The remaining half of the candidate's performance 
result is impacted by other factors like whether he or she has excellent product knowledge, sales skills, 
self-motivation, and access to corporate processes that foster sales. The majority of factors that 
contribute to a person's performance in sales can be trained. Asher says there are five factors for sales 
success, including a set of 10 essential skills that sales staff need to have. 
Web Link - May Require Paid Subscription  
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Training on a Dime 
Realtor (03/11) Vol. 44, No. 3, P. B8 Filisko, G.M. 
 
There are several ways brokers can offer low-cost training to sales associates, such as allowing them to 
train each other. Associates can lead sessions in their areas of expertise, and such sessions can 
motivate associates and create camaraderie. Brokers also can have local service providers -- such as 
home inspectors, accountants, title officers, and attorneys -- hold sessions. Additionally, free training 
videos are available on YouTube and Realtor.org, and local Realtor associations can provide online 
training materials and other resources. Finally, brokers might want to consider training multiple associates 
simultaneously through webinars or videoconferencing. 
Web Link  
 
Experts' Strategies for CR Team Performance Improvement 
Clinical Trials Administrator (03/11) 
 
Research institutions and companies should address behavioral and personality problems in order to 
improve corporate responsibility team performance. Born leaders are desirable on teams because they 
are competitive, high energy, disciplined and have strong internal motivation, and they should be nurtured 
and given the opportunity to meet their potential, says Curtis Sprouse, president and chief executive 
officer of EurekaConnect and Boston Market Strategies in Ipswich, Mass. However, their strong 
interpersonal skills and ability to inspire and lead are often neglected when limited to cranking out 
statistics, or are suppressed when they are on dysfunctional, mismatched teams. Organizations should 
address team members' attitude, which is the biggest detractor of team performance, adds Ross 
Giombetti, MBA, vice president of Giombetti Associates in Hampden. People with bad attitudes try to 
control all aspects of a project, while team members with positive attitudes are more open to the ideas 
and opinions of others. Research institutions and companies will need to turn-around passive-aggressive 
behavior that leads to indecisiveness and problems. Passive-aggressive behaviors, such as bringing 
issues to supervisors rather than discussing them with team members during a meeting, should by quickly 
noted and addressed by team leaders and management. Also, organizations should not let situations that 
can not be controlled paralyze decision-making. Dysfunctional teams tend to wait until they have 70 
percent to 90 percent of the data, adds Sprouse. 
Web Link - Publication Homepage: Link to Full Text Unavailable 
 
ERP Systems Need Employee Training 
Training Zone (UK) (04/20/11) Everett, Cath 
 
A study by Stephen Gourlay at Kingston University's Business School concluded that employee training is 
one of the most important factors in the successful deployment of a new ERP (enterprise resource 
planning) system. Training is crucial because such ERP applications create changes in employee roles, 
jobs, and responsibilities and may have a major impact on all areas of the business, the report found. 
Insufficient training could lead to projects that fail to fulfill expectations. The research, which was 
commissioned by IT training firm Optimum, also urged that training be customized for different groups of 
workers. Training should also target how staff could best use the system's functions as well as address 
how their working practices and their interactions with others would change. Furthermore, training should 
be provided from the early planning stages to the post-deployment phase. Reinforcement training is also 
effective after staff became more familiar with the system and as new modules and functions and 
modules are added, according to the report. The use of such strategies help increase staff acceptance 
rates as well as knowledge transfer between staff. 
Web Link  
 
Evolving From Social Learning to Workforce-Centric Learning 
Chief Learning Officer (04/11) Combs, Tammara 
 
Corporate learning leaders often try to discuss "social learning" using terms like "learning 2.0," "social 
media," and "informal learning." However, it is challenging to explain the differences between the above 
terms and to present social learning as an effective way of learning. These terms essentially indicate that 
the aim of social learning is to enable staff to share best practices and know-how so they can learn from 
one another. There is currently so much information available and cycle times so much shorter that 
learning and development (L&D) departments can no longer work independently. L&D must rely on its 
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target audience to ensure that content remains appropriate and contextual. This calls for a migration to 
"workforce-centric learning," with employees altering how they learn and become more skillful in their 
jobs. Malcolm Gladwell notes in his book, "The Tipping Point," that social epidemics are closely linked to 
change and innovation. He defines an epidemic as a widely occurring phenomenon that goes significantly 
beyond what is anticipated based on prior experience. The concept of social epidemics can be applied to 
how delivery, consumption, and sharing impact innovation and change within the workforce. If technology 
in the learning space fails to evolve, this epidemic in learning will continue even in the absence of 
management's support. 
Web Link  
 
Finding Top Talent in China, India, Brazil 
Wall Street Journal (04/11/11) 
 
Global businesses are looking for leaders who have the ability to move easily between different cultures 
and have deep local roots as well as international operational experience, but finding such executives "is 
very challenging," says Peter Felix, president of the Association of Executive Search Consultants. "The 
talent pool is very small." Competition for talent can be fierce, resulting in a tough environment for 
recruiters. Large foreign companies in India want executives with "the ability to seamlessly move between 
the world of the multinational and the India market," says recruiter Anjali Bansal, managing partner of 
India for Spencer Stuart in Mumbai. Bansal learned about such "cultural fluency" early in her career. 
Educated in India and the United States, she was a McKinsey & Co. management consultant in both 
countries before joining Spencer Stuart. In 2008, Cairn Energy PLC, a U.K. energy concern, needed a 
new chief operating officer for Cairn India Ltd. It expected to hire an Indian-born executive living in the 
United States who knew the oil and gas industry. "We found that potential talent pool to be very small," 
says P. Senthil Kumar, human-resources director for Cairn's India unit. Instead, Bansal's client chose 
Rick Bott, an American who had never lived in India. Among his past employers were Devon Energy 
Corp. and Tenneco Inc. "He had demonstrated his ability to work in different cultures within the oil and 
gas industry due to his stints in Indonesia and the Middle East," Kumar says. "It has worked out well." 
China, meanwhile, represents "the single most strategic investment market in the world for 
multinationals," says Steve Mullinjer, managing partner of China and North Asia for Heidrick & Struggles 
International Inc. in Shanghai. The veteran Australian recruiter, who speaks fluent Mandarin, has worked 
in China for two decades and says prospects tapped for key China posts need to know how to work with 
a company's highest executives as well as people across the across the region. 
Web Link - May Require Paid Subscription  
 
How to Build Millennials as Future Leadership 
Chief Learning Officer (03/11) Nikravan, Ladan 
 
Employees from Generation Y, often characterized by an enthusiasm for networking and collaboration, 
are often stereotyped as know-it-alls. However, recent articles indicate that 18-to-29-year-olds remain 
enthusiastic and optimistic, with a desire to develop in the workforce. While many Gen X middle 
managers have been trained and experienced to be less assertive than the younger Gen Y staff, they 
must now manage a group with high communications skills and the confidence to speak up and interact 
with global partners. So-called "Millennials" lack experience, although they often want to take initiative 
and share ideas, and so require thorough learning and development. Intuit offers a rotational 
development program in which new recruits participate in finance, marketing, and product development 
every six to 12 months, keeping young workers engaged while preparing them for future leadership 
positions. Deloitte has designed a state-of-the-art leadership program called the future leaders apprentice 
program (FLAP), for which new recruits are immediately eligible. The company also has a coaching and 
mentoring program, an ideal development tool for Millennial workers. 
Web Link  
 
5 Truisms About Leadership and Corporate Culture Leaders Cannot Ignore 
B2C Marketing Insider (03/09/11) 
 
Corporate culture has a significant impact on talent management and organizational success. For 
instance, a new CEO who does not fit with the company's culture would affect other employees. 
Ultimately, the culture reflects the values of the people running an organization. This means that the CEO 
values input from all levels, which encourages those employees to work toward the success of the 
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company. In his Harvard Business Review blog post, "A Good Way to Change a Corporate Culture," 
Peter Bregman asserted that, "If you want to change the culture, you have to change the stories." This 
involves facing the truth the stories and doing something about them. One example, is Bill Black, a form 
was CEO of Maritime Life. He invited all 1,000 of the company's employees to take part in creating a 
values statement. He also instructed a team of employees to write a newspaper with stories about how 
these values were being brought to life in the company. Another important aspect for leaders is 
successfully integrating the corporate cultures of different companies in the wake of a merger. Finally, it is 
crucial for leaders to understand the impact of such things as the advancement of women and minorities 
as well as a wider variety of ethnic and generational cultures. 
Web Link  
 
The Value of Structured Maintenance Training 
Multi-Housing News (03/11) Foong, Keat 
 
In terms of educating apartment staff, relying on informal hands-on training can result in the conveyance 
of incomplete or incorrect information. Unfortunately, in today's average apartment community, the only 
education maintenance technicians receive is on-the-job, watch-and-copy instruction from other 
technicians. Due to high turnover among maintenance technicians, many apartment owners are hesitant 
to send their maintenance workers to structured classes. Another reason may be that apartment 
managers think they are unable to afford to lose their valued technicians to a few hours or days of 
classroom instruction. Maureen Lambe, executive vice president of the National Apartment Association 
Education Institute (NAAEI), states, "If I was given the opportunity to get on a soapbox in front of the 
apartment industry, it would be to say to apartment managers and regional managers, 'train your 
maintenance team members. Suck it up and let them leave the apartment community for training. It may 
be inconvenient for a few days, but the benefits can transform your community.'" There are a number of 
options for those apartment firms looking to send their maintenance personnel to classes. NAAEI's CAMT 
program recently received accreditation by the American National Standards Institute. Additionally, local 
chapters of trade associations also provide maintenance technician programs. For instance, the 
maintenance training supplied by local NAA chapters follow the CAMT curriculum. Technical high schools 
and colleges also offer maintenance programs. 
Web Link  
 
Rules of Engagement for Bank Staff 
BankNews (03/11) Vol. 111, No. 3, P. 28 Poquette, Bill 
 
At a recent national conference for community bankers sponsored by the American Bankers Association, 
at least three speakers examined ways to improve staff performance. Roxanne Emmerich, CEO of the 
Emmerich Group, said employees need to be enthusiastic about their bank as well as serving customers. 
The right attitude involves certain "non-negotiables,” she said, such as "we don’t whine, we don’t make 
excuses, and we don’t hurt other people with our words." Emmerich added that the right attitude starts at 
the top. For instance, when a CEO walks by the teller line, he or she should make eye contact with staff 
rather than look straight ahead. The CEO can also set an example by spending a few moments making 
casual comments. Daniel Pink, a best-selling author and Wired contributing editor, observed that team 
spirit is increased when employees believe their day-to-day work is purposeful. To spur creativity, he cited 
an Australian software company that allows staff to work on anything they want 20 percent of the time as 
long as these efforts will be beneficial to the employer. Cathy Berch, president of the Center for Practical 
Management, and Jo Kinsey, senior vice president of Country Club Bank, said employees can improve 
their performance by going through several progressive steps--clarifying, tracking, setting goals, planning, 
reinforcing, and coaching--where the skill level rises at each step. 
Web Link  
 
Delivering on Diversity's Promise 
Security Management (03/01/11) Vol. 55, No. 3, P. 68 Maatman, Gerald L. 
 
Firms can deploy policies to deter work environment claims while also presenting a solid defense in the 
event of litigation. This can be done by setting up a sweeping program to spot, prevent, and address 
workplace harassment. A successful affirmative defense lies in the establishment of a comprehensive 
harassment prevention and response policy based on the U.S. Equal Employment Opportunity 
Commission's Guidelines on Employer Liability for Sexual Harassment, which specify that the staff policy 
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should define what constitutes harassment and ban harassment as a matter of corporate policy. The 
policy ought to clarify that the firm has a zero-tolerance policy for any form of harassment and that senior 
management directly supports this position; additionally, any retaliation against the complainant must be 
explicitly prohibited. The company would ideally deploy an open-door reporting policy in which it is 
acceptable to report a complaint of harassment to any corporate supervisor, manager, or designated 
human resource representative. There should be a requirement included in the internal complaint 
procedure that a worker supply a written complaint to initiate the process. The policy should provide that 
the firm will promptly respond to the complaint in a suitable manner, which entails possessing and 
enforcing good protocols for rigorously probing all harassment claims in a timely fashion. Following the 
substantiation of complaints through investigation, an employer must be prepared to swiftly institute well 
documented remedial measures to prevent recurrence of harassment. There must be a solid effort by the 
employer to thoroughly educate the workforce on personnel policies, starting with new-hire orientation 
and continuing throughout the year; proof of dissemination through documentation is essential. Managers 
must receive special training to guarantee that they understand the role they play in helping to ensure the 
zero-tolerance policy, and are able to spot early signs of behavioral problems and respond to harassment 
appropriately. 
Web Link - Publication Homepage: Link to Full Text Unavailable 
 
Staff Conflicts Challenge Managers 
Atlanta Journal-Constitution (04/17/11) Raines, Laura 
 
Training for leadership, communication and dealing with conflicts can help supervisors in their efforts to 
prevent the workplace from becoming a contentious environment. People who become corporate 
managers are often promoted because they were excellent workers, but managing people requires a 
different set of skills, says Elizabeth Cervantes, a human resources consultant for Corporate Business 
Solutions, an Atlanta-based professional employer services organization. "It's a worthwhile investment for 
any company and an important part of employee development," Andy Decker, senior regional vice 
president for Robert Half International, a global specialized staffing firm, says of training. Business runs 
on the concept of teamwork, but there are bound to conflicts when putting people together who have 
individual responsibilities, deadlines, passions and personalities. Managers who have been properly 
prepared will be able to create a culture where conflict is acknowledged and dealt with appropriately, and 
the consequences are understood. They will know when to let people work it out, and how to step in when 
the problem is affecting morale and productivity. Issues fester when people do not speak up and discuss 
what is going on, and can result in a demoralizing culture. "Top performers don't want to stay in that kind 
of environment," says Frank Fenello, managing director for UHY Advisors GA, a business consulting and 
services firm. 
Web Link  
 
Attention, Team: Park Your Egos at the Door 
New York Times (04/10/11) Bryant. Adam 
 
Chauncey C. Mayfield, president and CEO of MayfieldGentry Realty Advisors in Detroit, wants his 
employees to have fun at their jobs, and to not be afraid to ask when they need help. "There are a couple 
of very basic principles that we operate with," Mayfield says. "One is that, when you come to work, and 
you have an assignment that you absolutely cannot complete, you're not penalized for saying, "I'm not 
sure if I can do this.' We encourage you to do that. You're penalized if you don't tell us you can't do it. 
We'll find someone to work with you to do that." Secondly, is has to be a team environment. Mayfield says 
his goal is to pick the best leader, and frequently, the best team leader is not the most senior person. 
When a person at a junior level finds his or herself leading the team with senior people on it, it requires all 
members to adjust and do what is asked of them. "The point is, we're all smart," he says, "but are we 
smart enough to take our egos and park them[?]" MayfieldGentry has redesigned its performance review 
approach slightly and now calls it a customer service approach. Mayfield says it is one thing to make 
one's boss happy, but it is another thing entirely to keep the colleagues one is working with -- the 
customers inside the company -- happy. "People tend to manage up, but you have to manage across as 
well," Mayfield says. The executive says he is noticing in his company and in other companies that people 
tend to build silos and develop tunnel vision for what is happening in that silo. "As we've gotten bigger, 
I've been working to try to make sure those silos aren't built up, because I firmly believe silos ultimately 
destroy a company," Mayfield states. 
Web Link  
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Memo to Senior Leaders: Engage! 
Human Resource Executive (03/14/11) O'Brien, Michael 
 
Relationships between executives and their staff should be based on trust. A survey by BlessingWhite of 
10,914 employed professionals in North America found that 72 percent of workers said they trust their 
managers, compared to just 52 percent who said they trust the top executives at their organization. 
Surprisingly, the research found that trust in executives has a stronger correlation to employee 
engagement compared to trust in workers' immediate managers. BlessingWhite CEO Christopher Rice 
warns that if people "don't trust their boss, or their boss' boss, they'll begin to question how they fit in with 
the company and have less pride in the organization overall." He says many "enlightened HR 
departments" are now working on how corporate leaders can demonstrate concern for employee well-
being in order to strengthen employee motivation. That concern "might mean promoting positive team 
environments and being innovative in terms of meeting flexibility and work/life balance needs," Rice says. 
He also believes that responsibility for staff engagement should be shared by HR and senior 
management and should be focused on daily. Rice also recommends that HR leaders improve their own 
communication skills and help senior leaders in cultivating a stronger presence among workers. This can 
include seeing employees face-to-face and asking for their feedback, he says. 
Web Link  
 
No Work-Life Balance? It's Your Fault 
Wall Street Journal (04/07/11) Silverman, Rachel Emma 
 
The South By Southwest Interactive conference in March included thought-provoking discussions about 
the future of the workplace and evolving company culture. One theme that emerged was that employees 
should not wait for their managers or their company as a whole to instill a culture of work-life balance. 
Employees should instead take matters into their own hands and set their own life-friendly practices. 
Workers should set limits and expectations by not responding to every message after leaving the office; 
leaving work at a decent hour, even if colleagues choose to stay much later for appearance's sake; or 
making sure to set practices so they are more productive during peak work times. In one discussion on 
company culture, a young woman said that everyone at her company, including managers, ate lunch at 
their desks and never left the office for meals. She decided to start a “lunch club” with a few colleagues, 
and made sure to leave the office every day for an hour to enjoy a leisurely meal. Soon other people in 
the company, including managers, started doing the same. She said that her efforts to create what was 
described as a "work-life balance union" has resulted in everyone being happier and closer with their 
colleagues. Writer Nigel Marsh gave a talk on not letting the company solely dictate work-life practices, 
stating that "[w]e should stop looking outside; it's up to us as individuals to take control and responsibility 
for the type of lives that we want to lead." 
Web Link - May Require Paid Subscription  
 
Mentoring Investment in Company Success 
Jackson Clarion-Ledger (MS) (03/13/11) Ayres, Jeff 
 
Art Stevens, president of Trustmark Bank's Mississippi operations, says he would not be in the position 
he is in today without seeing first-hand how bank tellers interacted with the public and learned basic 
functions like opening an account. Stevens learned these things while working with a company mentor, 
and he hopes the four-decade-old mentoring program can groom future generations of leaders. "It was a 
wonderful experience," he said of Trustmark's mentoring program. "I wouldn't trade it for anything. We're 
a customer business, and we learned about the basic contact points with customers." Trustmark's director 
of organizational development, Rita Floyd, says the company's annual mentoring class of six to eight 
people is drawn from as many as 150 applicants. For a young employee, it demonstrates that the 
company believes in his or her potential and encourages them to stay with that company long-term. An 
additional aspect of Trustmark's new-hire mentoring program is cross-training, which Stevens himself 
says was vital to him advancing through the ranks. 
Web Link  
 
Building a Great Sales Staff 
Naples Daily News (FL) (03/08/11) Kantor, Jan 
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To help sales teams generate more leads and close more sales, it is important to have the right 
supervisor. Effective supervisors are those who can identify opportunities, communicate with staff, and 
successfully collaborate with those in authority. Supervisors must also have planning and organizational 
abilities and be able to convey concepts and objectives. In addition, they need to be able to identify and 
evaluate others' performance. When promoting a salesperson to the position of sales manager, it may be 
best to select him or her from the middle of the ranks rather than the top. This is because such a person 
is likely to have less ego as well as be better organized, detailed, and able to delegate. Establishing an 
incentive program can also be effective if it builds upon group sales as well as individual productivity. 
Another strategy is matching salespeople with the manager they are the most compatible with and 
providing in-house or outside training on such areas as assertiveness, time management, listening skills, 
and closing strategies. Finally, sales staff need to become more aware of their strengths and weaknesses 
through objective performance reviews. The goal is to help salespeople leverage their strengths. 
Web Link - May Require Free Registration  
 
How Are You Managing? 
CA Magazine (03/11) Waisberg, Deena 
 
Aspiring, new, and seasoned supervisors should review the secrets, skills, and best practices for 
becoming better leaders, considering good managers are critical to the success of a company. When Hall 
Murdoch was promoted to manager of Meyers Norris Penny in Calgary almost two years ago, his 
response was: "When did accounting teach me to do this?" According to CA managers, partners, 
executives, and human resource experts, managers need project management skills, which begins with 
giving clear directions, setting clear expectations, and establishing a schedule for completing the work 
and checking in as necessary. When selecting individuals to work on a project, managers should find out 
what each person likes to work on and take that into account. Accountants are often bad at delegating 
because they are perfectionists, but they must delegate when they become managers because they will 
have more responsibilities. They should start with small items and gradually give larger tasks to their team 
as it successfully completes assignments. Managers also need skills in problem solving, time 
management, hiring and firing, open communication, showing appreciation, developing talent, motivating 
staff, performance assessment, and finding a mentor. Becoming a good manager is a lengthy process 
that might include taking management courses, but making the effort to learn management skills is a 
worthwhile investment, adds Murdoch. 
Web Link  
 
Training Tomorrow's Power Industry Workers 
Power (03/11) Vol. 155, No. 3, P. 79 Neville, Angela 
 
The "2009 Gaps in the Energy Workforce Pipeline Survey," prepared by the Center for Energy Workforce 
Development (CEWD) and administered to professionals at electric and natural gas utilities, found that 
companies are having difficulty finding qualified applicants to fill all of their skilled craft positions. Utilities 
have been particularly hard pressed to fill engineering jobs with appropriately trained applicants, 
according to the CEWD's survey findings. In light of information gleaned from the CEWD survey, the 
organization recommends the following actions for shoring up the future electric power workforce pipeline: 
Support existing programs to balance the supply and demand for employees by developing programs that 
can be scaled up or down as demand fluctuates; continue to establish partnerships with those in the 
education, labor, and government sectors; use the Energy Industry Competency Model developed by the 
industry for the skilled trades to establish programs that will narrow the skill gap in applicants and provide 
quantifiable benefits to utilities; and create industry-recognized credentials that will permit candidates to 
demonstrate the skill level they have achieved. 
Web Link - May Require Paid Subscription 
 
5 Tips for Training Remote Employees 
Mashable (04/06/11) Wells, Donna 
 
More employees are working outside offices and the trend will continue; nearly 75 percent of the 
American workforce and 35 percent of the global workforce will be mobile by 2013, according to market 
research firm IDC. Employers will need to get their remote people performing well and in synch, and there 
are some important rules to get them up to speed and at peak performance. When hiring any remote 
worker, organizations should hire for relevant job skills as well as a demonstrated ability to collaborate 
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and contribute while away from colleagues and manager. Employers must provide remote workers with all 
the tools they will need, including e-mail, Internet access, phone, private networks, shared docs, wikis 
and logins to SaaS applications. Organizations should have new remote teams spend their first days or 
weeks at headquarters, and use the initial visit to convey company culture, set expectations, and build 
personal relationships and communication. There are tools for providing training and communication, but 
the key is to check in frequently to see if remote workers have questions and comments. The training and 
learning processes and programs should revolve around the routine and schedules of remote workers. 
They should be allowed to review new materials on their own and at their own pace. 
Web Link  
 
Learning Fosters Psychologically Healthy Workplaces 
Chief Learning Officer (03/11) Morera, Natalie 
 
Organizations that offer opportunities for growth and development enable employees to acquire 
knowledge, skills and abilities that can be applied to situations in the workplace, and ultimately can 
increase motivation, job satisfaction and the ability to manage stress, according to the American 
Psychological Association (APA). "It improves organizational effectiveness [and] work quality, and the 
organization also can be positioned as an employer of choice," adds David Ballard, head of APA's 
Psychologically Healthy Workplace Program. "It can attract and retain the best employees and that's what 
it takes to have a competitive advantage today." The APA has surveyed companies for employee 
involvement, health and safety, work-life balance, employee recognition and employee growth and 
develop; and recently awarded eight companies with Psychologically Healthy Workplace Awards 
(PHWA). At the winning organizations, 74 percent of employees participated in workplace training, 74 
percent were satisfied with the training and development opportunities, and only 6 percent were looking 
for employment elsewhere. Among all respondents, 53 percent said they participated in workplace 
training, 44 percent said they were satisfied with learning, and 32 percent were looking for jobs 
elsewhere. Ballad says best practices for providing a healthy work environment include assessing what 
employees need as well as want, tailoring practices to meet identified needs, tying compensation and 
reward structure to what needs to be accomplished, and using results and feedback from employees to 
evaluate and improve learning. 
Web Link  
 
Sustaining a Culture of Satisfaction, Wellness and Creativity  
WorldatWork (03/08/11) 
 
SAS has received Fortune magazine's top honor as the best company to work for. Former employee Jeff 
Chambers says there are a number of factors contributing to SAS's success and employee retention, with 
less than a 3 percent turnover rate. SAS prioritizes creativity, wellness, and trust for their employees, a 
strategy that Chambers says is integral to the company's productivity and overall success. Employees 
receive private offices, in addition to having an on-site childcare center, healthcare center, and fitness 
center. SAS also provides employees with unlimited sick and family sick days. Chambers says although 
there will be some people that will violate the company's trust and abuse the flexible scheduling, it is more 
important to recognize that the majority of employees will abide by this trust-based model. Chambers 
advises companies to evaluate their own business models and implement strategies that they believe 
would work well with their own employees. 
Web Link  
 
Employers Work Hard to Retain Talent 
Hamilton Spectator (03/05/11) P. C10 Smith, Darrell 
 
The U.S. economy still has a long way to go before it reaches its pre-recession health, but some 
businesses already are weighing how to keep the talent they have even as they juggle layoffs or 
cautiously scout for new hires. Recruiters say retention will become even more important as the economy 
stabilizes. "Companies maybe are not paying attention to that because they're so focused on the bottom 
line," said Amelya Stevenson, president of the Sacramento Human Resource Association. Employees are 
reading the news and seeing their companies' improving revenues, said local market researcher Rick 
Reed. They have emerged through the crisis with its budget cuts, wage freezes, and layoffs and want to 
be recognized for their resilience. The message is trickling up to employers. Average hourly earnings 
increased by 8 cents in January or $3.20 over a 40-hour work week, according to the U.S. Bureau of 
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Labor Statistics, while wages have increased by nearly 2 cents over the past 12 months. Nevertheless, in 
an unstable job market, workers may be keeping their eyes open for new opportunities, particularly in the 
information technology sector. Online tech postings are surging, but salaries by and large remain flat. 
Workers are ensnared in what tech careers Web site Dice.com calls an "infinite loop" of stagnant wages, 
even as demand for their abilities grows. "Turnover is likely going to increase in 2011. Tech workers are 
looking for more at this point," explained Tom Silver, a senior vice president at Dice.com. About 40 
percent of employees polled by Dice.com believe they can make more money if they switch companies 
this year. 
Web Link  
 
Investing in the Profession: Claims -- A Focus on Training 
Post Magazine & Insurance Weekly (UK) (03/03/11) P. 24 
 
The claims sector of the insurance industry has many existing benchmarks and qualifications, which 
creates its own dilemma for both insurers and loss adjusters over how they prioritize and spend their staff 
training budgets. And as the loss adjusting sector grows, what of the swelling numbers of staff who work 
within these firms and other third-party providers' service centers processing claims? Do insurers require, 
recommend, or even pay attention to what qualifications these staff members have, as long as results are 
consistent? And do the training and examinations currently in use meet the needs of those involved in the 
claims supply chain? Tony Emms, chief claims officer at Zurich and chairman of the Chartered Insurance 
Institute's (CII) claims faculty, says that from an insurer perspective, technical excellence is a core part of 
his company's ethos. Zurich, he asserts, encourages each member of staff to fully engage with 
qualifications the CII offers. "We have a corporate membership with the institute, and make it as easy as 
we can for people to study," Emms says. "We also have an induction program for claims staff, called the 
Zurich claims academy, that is accredited by the CII. By successfully passing through the program, 
members of staff earn points towards CII exams." Emms thinks the insurance sector as a whole is doing a 
good job in demonstrating its professionalism. 
Web Link - Publication Homepage: Link to Full Text Unavailable  
 
Coca-Cola Division Refreshes Its Talent With Diversity Push on Campus 
Workforce Management (03/11) Salopek, Jennifer J. 
 
In 2009, the sales and supply division of Coca-Cola unveiled the University Talent Program to attract 
talent for the firm's supply-chain jobs. The division, called Coca-Cola Refreshments, employs 75,000 
people across North America. The aim of the program is to attract more women and minorities from 29 
college campuses nationwide, according to Director of Talent Acquisition LaTashia White. New hires at 
Coca-Cola Refreshments are known as "leadership associates," and focus on areas like business, 
finance, human resources, sales, or supply chain. They take part in 24-month to 36-month full-time 
programs and undertake rotating assignments every six months to 12 months within their chosen 
concentration. In addition, participants work with coaching peers, rotational managers, and sponsors and 
take part in learning activities like capstone projects at the end of rotations, according to White. New hires 
are also required to reach performance goals and complete a functional learning curriculum that includes 
on-the-job training. Furthermore, they must attend a yearly leadership conference and are evaluated 
similar to other employees; high performing individuals become eligible to take on leadership roles. The 
division accepts 60 full-time associates and 80 interns annually. In the first year of the program, 32 
percent of full-time recruits were minorities while 44 percent were women. 
Web Link  
 
Leadership and Neuroscience: Can We Revolutionize the Way that Inspirational Leaders Are 
Identified and Developed? 
Academy of Management Perspectives (Winter 2011) P. 60 Waldman, David A.; Balthazard, Pierre A.; 
Peterson, Suzanne J. 
 
Insights drawn from recent neuroscience advances can enhance our comprehension of inspirational 
leadership and its development, according to researchers. "The ultimate goal is to be able to assess 
leadership potential via neuroscience technology, and then use neurofeedback to more directly develop 
the neurological wiring associated with effective leadership behavior," they write. They identify several 
key challenges in the pursuit of neuroscience applications to the evaluation and development of 
leadership. These include problems in trying to construct theory that would conceptually connect brain 
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activity to leadership behavior; the employment of swift and effective technologies to pursue fundamental 
research that could link neuroscience to leadership; and a dearth of knowledge or technology for how to 
apply neurological insights to leadership development. The researchers demonstrated that activity in the 
right frontal region of the brain is amplified for inspirational leaders, and they observed greater coherence 
between areas in this section of the brain. The researchers used quantitative electroencephalogram to 
assess coherence on participants as they engaged in a vision task. The researchers say the findings 
derived from the assessments "suggest that right frontal coherence may help form the basis of socialized 
visionary communication, which in turn helps to build follower perceptions of the leader in inspirational or 
charismatic terms." 
Web Link - May Require Paid Subscription  
 
Ensuring Employee Development 
Talent Management (03/01/11) Nikravan, Ladan 
 
Zurich Financial Services is among the largest writers of commercial general liability insurance in North 
America, but sees employees as unique individuals whose potential can continue to grow as the company 
expands. "Not only does our talent management strategy allow an employee to become a niche expert in 
a particular field; it allows them to completely change careers as well. That's what makes this a very 
exciting place," says Brian Little, head of human resource and business partnership for Zurich North 
America. Little says the company's approach to talent management is guided by its center of excellence 
based in Zurich, Switzerland, although each country or business division has its own talent management 
team that oversees efforts as well. The company's strategy emphasizes succession management at the 
global and local levels in addition to long-term development. The company conducts extensive internal 
and external benchmarking on competency and skills, Little reveals. It also relies on an internally branded 
program called Zurich People Power that helps clarify the needed expertise for each position. The 
company also determines how a particular skill aligns with the individual from a job/family perspective to 
make sure employees get the appropriate training. In addition, Zurich uses an IDP (individual 
development plan) that helps employees find out what they need to focus on in their current job as well as 
jobs they would like to do in the future, according to Little. The approach integrates an individual's 
competencies with the performance objectives for particular roles in order to form a suitable development 
plan. 
Web Link  
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