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Sardek P. Love is the Founder and President of Infinity Consulting and
Training Solutions (ICTS), a management consulting and customer service
training provider to an array of global customers. A dynamic speaker and
international business consultant, Mr. Love has over 15 years of professional
experience in the disciplines of leadership development, training and
development, customer service, production and operations management, and
management information systems. In his role with ICTS, he has provided
consulting and contract training services to clients throughout the United
States as well as in the United Kingdom, Australia, Indonesia, Malaysia,
Singapore, Kuwait, the United Arab Emirates, Angola, and Nigeria.

Prior to launching ICTS, Sardek managed and led high performing teams at
Booz Allen Hamilton, MetLife Insurance company, and Anthem Blue Cross
Blue Shield. Additionally, he has an extensive and highly decorated track
record serving in volunteer leadership positions for a variety of organizations.
As a former National Advisor for the American Society for Training and
Development (ASTD), Sardek and his fellow advisors were awarded the
prestigious ASTD Staff Partnership award by A S T DGCES.
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Meeting Agenda

Welcome and Introduction
Trust: A Strong Indication of Elasticity or Shrinkage
Employee Engagement: The Gateway to Success

Employee Development: The Alpha and the Omega

Do o Do Do D>

Individual Employee Strengths: The Secret to High
Performance

A Performance Appraisals: Demystifying the Process
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Learning Objectives
At the end of this session, you will be able to:

Describe how trust impacts efficiency and cost in any organization
Identify the main factor that affects employee engagement
List at least 3 behaviors managers exhibit that disengages employees

Apply the general methods and techniques of the Employee
Development Playbook © in your organization

Identify the difference between skills, knowledge, talents, and
strengths

Reduce the frustration employees experience with the annual
performance appraisal process
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What do organizations do during tough
business or economic times?

A Reduce Operating Expenses
A Stop Capital Expenditures

A Focus on Maintaining or Increasing
Market Share

These cause trust issues
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Trust: A Strong Indicator of Elasticity or Shrinkage

TRUSTI s created or destroyed duri
any given encounter. And this truth determines how the person
reacts to the experience.

E———— Since last year, do you have more or less trust
Harvard Bugne&skww\\' in Senior Management at U.S. Companies !
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The Economics of Trust © in a Language Managers
Understand 2
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Trust: A Strong Indicator of Elasticity or Shrinkage

Whatever managers sanction will be emulated in the decisions of
the people they manage.

When TRUST exists between a
manager and an employee, elasticity

.. In perceptions grows. This leads to

EIaS“C'ty increased employee engagement.

When TRUST shrinks between a
_ manager and an employee,

Shrinkage forgiveness for mistakes as well as

productivity shrinks.
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Trust: A Strong Indicator of Elasticity or Shrinkage

At your table groups, identify 5 ways managers can be held

accountable to develop TRUST with their employees
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Employee Engagement: The Gateway to Success

Quick Facts:

A 80% of the market value of the average S&P 500 company is
made up of intangible assets 3

A Organizational capital is the main competitive advantage 3

A <50% o f empl oyees know whato¢g
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Employee Engagement: The Gateway to Success

How likely are you to recommend your manager to
others (friends, family members, and colleagues)?*
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*Adapted from Fred Reichhel dds c on¢hepltimap@Qbestios hed i n h
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Infinity Consulting and Training Solutions
Survey Results (June 2009)

How likely are you to recommend your manager to others
(friends, family members, and colleagues)?*

m Unlikely to recommend
(Rating 1-6)

Likely to recommend (Rating
7-8)

m Highly likely to recommend
(Rating 9-10)

*Adapted from Fred Reichhel dbds c onTchepltimape@Qbestios hed i n h

© 2009 Infinity Consulting and Training Solutions i)

Infinity Consulting
and Training Solutions



Infinity Consulting and Training Solutions
Survey Results (June 2009)

Top 5 ways managers disengage employees

1. Does not set clear and specific
expectations

2. Does not hold everyone to the same level
of accountability

3. Does not provide regular performance
feedback

4. Does not model appropriate behaviors

5. Does not obtain input from employees
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The ICTS Employee Development Playbook ©

Core
Competencies

AA list of core
competencies
for the job / job
family

Specific Job

Expectations

Career Success
Factors and
Derailers

Other
Performance
Indicators

Individual
Strengths

Employee Development: The Alpha and Omega

Regular

Performance
Feedback
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AThe job specific AA list of factors ROther factors AAssess the Aestablish plan
performance that have that will be used individual to provide
expectations as enhanced to assess empl oy eeos| formal feedback
identified by the employee employee strengths on aregular
empl oyeebds| success performance i Aalign job tasks basis
immediate AA list of can include to strengths Adentify various
manager behaviors and Input from AProactively ways informal

other colleagues, determine feedback will be
characteristics customers, and strategies to given

that have management, address areas of

derailed work stretch weakness

employee assignments

careers

An empl oyeeds i mmedi ate Manager is directly res
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Employee Development: The Alpha and Omega
Metlife

Real World Situation: Sardek Love, Field Underwriting Manager

Hired 3 Underwriting employees for the MetLife Washington DC Small
Markets Office. All 3 hired at the same time.

2 were new (external) hires, 1 was an experienced (internal) transfer.
The experienced employee mentored the new hires.

Performance expectations were clearly defined.
Production data was available for all Underwriting employees.

| met with my employees every quarter to review individual

performance against goals and to provide coaching.

| 1 dentified each i ndividual empl
Strengthsfinder © assessment.

o 3o To > Do Do
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