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COURAGEOUS

How to build teams of micro-
innovators, problem solvers and 

customer advocates

CULTURES
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W ashington, DC

March 2-5, 2020

Please look around and locate the exit nearest to you

For Emergencies

• In case of emergency, Dial 911

• Notify Hotel Safety Services = at ext. 333 or by calling the hotel at (301) 965-4500

• Listen for announcements made over the Hotel’s Public Announcement System

• In case of evacuation, follow the lit emergency exit signs in hallways and stairs to a 
safe location

• Remember to use the STAIRS. Do not use the elevators unless otherwise 
instructed.

Safety Information & Materials
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Video 1

-
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Video 2

-
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Brady bunch

-
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CULTURE
“People like us, 

do things like this.”

-Seth Godin
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COURAGEOUS 
CULTURE

Own It
Customer Focused

Innovate
Engage     One Team
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F.O.S.U.
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Get today’s tools free, the 
white paper, & a special 
invitation for your team.

KiwiLive.com
keyword: engage

engage
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Insert new Amy slide here of model
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Create 
Clarity
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One good 
expectations 
conversation
prevents 14 

“Why didn’t you?” 
conversations.
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What’s your MIT
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What does
success look like
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What are your
critical behaviors
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Toolbox
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Matt’s First Job
23

“Why”“What”
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“Why”“What”

Connect
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In a World Where…
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In a world where…
(tension or problem)
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One…
(heroic team / woman / 
man…)

30

Will…
(heroic action:
change / stand up / do ___)
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To…
(what you do)
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And help…
(who benefits from 

what you do)
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5 X 5
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Check for 
understanding.

Toolbox

35

36

If you can’t smell it,

You can’t solve it!
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I.N.S.P.I.R.E.

I
N
S
P
I
R
E

Initiate
Notice
Support
Probe
Invite
Review
Enforce
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I.N.S.P.I.R.E.

I
N
S
P
I
R
E

Initiate
Notice
Support
Probe
Invite
Review
Enforce
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Feedback Must Be Observable
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I.N.S.P.I.R.E.

I
N
S
P
I
R
E

Initiate
Notice
Support
Probe
Invite
Review
Enforce
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I.N.S.P.I.R.E.

I
N
S
P
I
R
E

Initiate
Notice
Support
Probe
Invite
Review
Enforce
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CRICKETS SLIDE
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I.N.S.P.I.R.E.

I
N
S
P
I
R
E

Initiate
Notice
Support
Probe
Invite
Review
Enforce
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I.N.S.P.I.R.E.

I
N
S
P
I
R
E

Initiate
Notice
Support
Probe
Invite
Review
Enforce
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I.N.S.P.I.R.E.

I
N
S
P
I
R
E

Initiate
Notice
Support
Probe
Invite
Review
Enforce
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I
N
S
P
I
R
E

Initiate
Notice
Support
Probe
Invite
Review
Enforce
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Cultivate 
Curiosity
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What prevents abundant
ideas and solutions?
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No one asked
52

49%
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The problem
with your 
open door…
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”Whenever we hear 
something is ‘allowed’ or ‘OK’ 

human beings have a natural  
tendency to become sheepish”

-John Dore, London Business School Review
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Nothing
Happens
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57%

57

58

67%
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Fear
60

40%

61

What would those ideas improve?

• Efficiency in a process 
• Customer service
• Employee performance
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“A mere 3 out of 10 U.S. workers strongly 
agree that their 

opinions seem to count at work. 

Move that ratio to 6 in 10 employees, 
organizations could realize a 

27% reduction in turnover, a 
40% reduction in safety incidents, and a 

12% increase in productivity.”
-Gallup

63

Where do you 
most need

a great idea
64

I
D
E
A

nteresting
oable
ngaging
ctions

Help people have a good

65
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How to find valuable ideas?
66

MBWA NOT OCHTC (need a visual) 

MBWA Or OCHTC?
67
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Own the U.G.L.Y.

U - What are we Underestimating?
G- What’s gotta Go?
L - Where are we Losing?
Y - Where are we 

missing the Yes?

69

How Can We?

70

Respond 
With

Regard
71
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Idea Feedback Tool
Start with Thank You!

72

Idea Feedback Tool
4 Responses to Use When You’re Given an Idea.

The idea is…

1. Already Implemented. 

Explain where and how the idea is in use and who the 
team member might talk with to learn more.

73

Idea Feedback Tool
4 Responses to Use When You’re Given an Idea.

The idea is…

2. Incomplete.
What additional information can you give the team 
member? What questions or obstacles do they need to 
address? Can you ask them to resubmit their idea with 
the additional information thought through?
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Idea Feedback Tool
4 Responses to Use When You’re Given an Idea.

The idea is…

3. Ready to be trialed and tested. 

Can you invite the team member to help with the trial?
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Idea Feedback Tool
4 Responses to Use When You’re Given an Idea.

The idea is…

4. Not moving forward.

What considerations made the idea less valuable right 
now? Is there additional information that would help the 
employee come up with better ideas next time?
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What do you do with 
an idea like this…
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78

79
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81

82

2%
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Time to be

in the hope business.
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Washington D.C
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Washington D.C
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Cedar Bluff, VA

Washington D.C
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Cedar Bluff, VA

Washington D.C
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Cedar Bluff, VA

Washington D.C

90

Cedar Bluff, VA

Virginia Beach, VA

Washington D.C
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Cedar Bluff, VA

Virginia Beach, VA

Washington D.C
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Cedar Bluff, VA

Virginia Beach, VA

Washington D.C
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Cedar Bluff, VA

Virginia Beach, VA

Washington D.C

Laurel, MD
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Cedar Bluff, VA

Virginia Beach, VA

Washington D.C

Laurel, MD
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Cedar Bluff, VA

Virginia Beach, VA

Washington D.C

Laurel, MD
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Cedar Bluff, VA

Virginia Beach, VA

Washington D.C

Laurel, MD
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20%
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100

How Can We…
Build a More

Courageous Culture
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W ashington, DC

March 2-5, 2020

Please let us know what you thought of this session!

Go to the Aventri Johnstone Meeting App
Click on “Agenda” in the app.

Select the session you are in and
click the “Survey” button, 

complete the questions and hit submit. 

At the end of the meeting a random name 
will be drawn and prizes given out to the winner!

Thank You!
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Hard lines
Guide lines

Your lines

104


