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, Your Full Service Ice Machine and
E.L" & Refrigeration Equipment Leasing Company

£4 All sizes available Iﬂhﬁ‘mm

£ 4 24 hour service Call Now to Check Out Our Low Lease Rates!

£4 Lease orpurchase  Call (773) 975'2005

£ Emergency ice delivery ~ Www.auto-ice.com

B Hood & Fire Systams

W Hood Maving, Refacation,
[nstattation

W Low Cost fron and Stainiess

B Cusiom Stalless Fabrication

W Cusiom BRO Pits

B Stainkess Rapairs & Welding

Free Estimates 312-666-5222

The Cedar Grill is located in historic Long
Grove, IL housed in a rustic two story
building conveniently located near the
Stempel Parking Lot. The cozy bar is
located on the first floor and features an
unusual selection of Belgian and domes-
tic craft beers on tap, and over 50 quality
. wines. Their second floor main dining
room seats 65 and is available for special
occasions. The Cedar Grill features

high quality steaks and seafood simply
prepared. Planked Scottish Salmon is

a signature dish as well as high quality
steaks. Seafood is never frozen which is
Safe Harbor certified.

CHICAQOLAND'S LARGEST SELECTION
Genuine Replacement Parts
"'pﬂ For Faucets & Toilets

CHICADD =_
FAUCETEH =

IE""'""""" . Bales, Service, & Hepairs
=oan :~ 3844 N Elston Ave
WrwTe  § Chicago, IL 60618

(773) 478-3890

www.thefaucetshoppe.com
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Improve Income and Lower
Benefits Cost with Good

Communication
By Eric Egeland, CPCU, AU
President, Capacity Consulting, Inc.

In my book, Employees, Kids & Pets, I talk about
how the lack of proper and disciplined communication
can lead to unhappy employees and business owners.
What I don’t talk about is how profoundly that unhap-
piness can affect your bottom line.

When I say “communicate with employees” I don’t
mean day to day stuff or even formal “task” training.
What I mean is properly communicating your organi-
zational needs and wishes.

For instance, how many of your employees know
what your mission or vision statement is? Have you
ever specifically stated it to them or do you just assume
they know? Here is a good test... pick a handful of
lower level employees and ask them to explain, in their
own words, what the company actually does. Then ask
them who your target customer is? Finally, ask them
what is most important to upper management/owners?
If they can’t answer these questions suitably, then there
is an opportunity for improvement.

Teach a Man to Fish

If you explain your expectations, then there are a
million other little things employees can figure out for
themselves because they know the general direction.
For tasks, you can say, “This is the order in which to
assemble this car.” But with mission and vision you can
say, “We do everything here perfectly and we absolutely
want to treat our customers better than anyone else. So,
when you are building this car, we want to make sure
that no customer EVER has a problem and it never has
a defect. When you're building it, know that our mis-
sion is for it to be perfect, no matter what.”

Armed with that communication, those employees
are now empowered to deal with all kinds of issues that
you could never begin to foresee.

For instance, say a car comes down the assembly
line in an auto plant and the employee notices a mis-
take done by the person before them on the line. Now,
let’s assume these employees are best friends and the
one who discovered the mistake knows the other em-
ployee’s husband lost his job. Assume they were trained
on “how to handle a mistake” but were never given
any moral direction on “how to handle a mistake made
by your best friend when her husband just lost his
job!” What is the line for our torn employee? Maybe
she would call attention to the mistake like she is sup-
posed to if her friend’s husband still had a job, but that
one little detail might make all the moral difference in
the world to her.

If the employees were never told how important
perfection is to the company and only told what to
do for a mistake, then they can justify a deviation.
However, go back up and read the company expecta-
tions and tell me you don’t clearly know what the
company wants and where they stand on this matter
or any other number of odd situations surrounding a
mistake. Employees of that company know, “This car
is going to go down the line with a defect and that’s

NOT good! I need to do something about this or it
will be my butt.”

The same thing can happen to a white collar service
business as well, although it tends to be a little more
subtle. For instance, I have seen employees block sales
because they don’t like a salesperson in a company that
relies on sales to stay in business; or the employee who
purposely treated customers poorly because they didn’t
like them. The main reason they do this is because no
one ever told them that every single sale and customer
is important.

How Does it Affect the Bottom Line?
The potential fallout from the assembly line em-
ployee making the wrong choice is infinite. The defect
could harm another employee down the line and send

them out on workers' compensation or disability. If
terminated, the employee might get unemployment
depending on the circumstances. The defect could end
up on the road and cause an injury lawsuit against the
company that could result in all your insurance going
up or worse.

‘The white collar scenarios can be even worse. Busi-
ness can be lost, but poor morale due to factions in a
company can severely lower productivity and result in
work place violence, harassment lawsuits, and stress
related medical issues.

Why is it so Hard?

Communicating in a clear, sensible, and consistent
manner is not difficult in theory, but two things tend
to get in the way.

The first is the assumption that everyone already
knows. “Common Sense” is over estimated. For
instance, a scientist might think it is common sense
not to mix potassium chlorate and sulfur. A contractor
might think it is common sense not to walk a job site
with sneakers. A mechanic might think it is common
sense not to touch a spark plug wire. But a “common”
person would need to experience or be told that potas-
sium chlorate and sulfur explode, nails go through
sneakers, and sparkplug wires shock. If you want them
to know, be 100% clear.

The second is conflict avoidance. Most people avoid
conflict. When an employee who may already have an
edge about them does something wrong, the manger
or boss might have a tendency to let it slide or “wait to
see if they do it again”.

Issue with Lack of Consistency

‘The problem with the above scenario of ignoring
bad behavior multiple times is something I call “Now
you're the bad guy”. When someone does something
(whether they know it is wrong or not) and gets away
with it multiple times, it becomes okay or standard.

So when you finally work up the courage to confront
them on the fourth time, they look at you like you're
crazy. They think “Why are you being such a jerk, this
is the way we always do it”.

Don't be the bad guy and don't assume your em-
ployees know any more than you tell them. It’s not fair
to them, your company, or your bottom line.

Eric Egeland, CPCU, AU is the president of Capacity Consulting Inc. He can
be reached at eri i inginc.com




