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Here we gooooo
and growwwwww!!
2008 is fast approaching and I can hardly wait!
Now is the time to really enjoy the journey! For
years I have been working diligently to expand
“my territory” by expanding my market reach
with The Susan Hite Radio Show and thanks
to God, a supportive family, a talented team and
great friends like you – IT’S HAPPENING!!
The Susan Hite Radio Show is already in six
markets. Three more are expected to be added

t

soon and right now Clear Channel is working on a
national syndication deal that could put the show
in more than 50 markets nationwide!
As I continue to “expand my territory,” I pray
that I will continue to use my voice to share the
GOOD NEWS of hope, peace and love to real
people living real, every day lives!! The GOOD
NEWS applies to every situation – whether
you’re searching for ways to SURVIVE, strategies
for SUCCESS or ways to live a SIGNIFICANT life.
Here’s an email from Mary Horres that I’d like
to share with you. She and her husband, Joe,
own the Chick-Fil-A in Dover, Delaware and
while LOWES FOODS continues to be my North
Carolina sponsor, Chick-Fil-A is the Proud Sponsor
of The Susan Hite Show there.

“Meeting you was an affirmation that good is
out there in the world refusing to be silenced.
People are starved for something and they don’t
know what it is. You are on the right track and
I have a gut feeling that you are going to be a
tremendous conduit for positive change in our
society.”
- Mary Horres
		
Chick-Fil-A Owner, Dover, Delaware
Thank you Mary for your encouragement and
support.
And thanks to YOU.
Together – we are one big voice for GOOD!
Merr y Christmas!
Warmly,
			
		

			
www.susanhite.com			
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the

SUSAN HITE SH W

Featuring
Every-Day Stories
and
Life’s Lessons
from
Susan’s
Train Your Brain
SeriesTM
designed
to help YOU
live a more
peaceful,
balanced

You can listen to SUSAN’S RADIO SHOW weekend

and

mornings on Clear Channel radio stations including

productive

• Charlotte, NC WLYT 102.9FM [Sun. 7am-8am]

life.

• Raleigh, NC WKSL 93.9FM [Sun. 8am-9am]
• Greensboro, NC WMAG 99.5FM [Sun. 7am-8am]
• Wilmington, DE 1450 WILM-AM [Sat. 7am-8am]
• Dover, DE 1410 WDOV-AM [Sun. 8am-9am]
• Winchester, VA and Charles Town, WV
		

1550 WMRE-AM [Sun. 9am-10am]

The Sus
an Hite
sponsor Show is
ed by

and expanding soon to other Clear Channel markets.
Susan’s show is also available anytime online at
www.SusanHite.com.

www.low

esfoods

.com

At LOWES FOODS, we love our customers
and make every effort to be good for you.
We want to hear why you shop at Lowes Foods and
what makes Lowes Foods GOOD FOR YOU.
S
OD

TO G O !

nd t hey

ies
!”

WHY IS LOWES FOODS GOOD FOR YOU?
Just tell Susan Hite why LOWES FOODS IS GOOD FOR YOU
and you’ll EARN 500 POINTS automatically on your Lowes Foods
Rewards Card, PLUS LOWES FOODS will donate 500 POINTS to the
SECOND HARVEST FOOD BANK OF NORTH CAROLINA!
AND YOU WILL BE REGISTERED for your chance TO EARN 250,000
ADDITIONAL POINTS on your Lowes Foods Rewards Card.
VISIT www.LowesFoods.com and look for Susan Hite’s name on
the home page. CLICK AND SUBMIT your story as to why LOWES
FOODS is good for you!

Proud sponsor of
The Susan Hite Show
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GOOD FOR SUSAN HITE:

PEACEFUL
find your happy place

“You can’t open it!”

by
kim
bolick

Kim is the graphic
artist for Hite
Resources and has

My 11-year-old son’s biggest mistake was telling his strong-willed eightyear-old sister she CAN’T do something.
“Get out of my room!” was the last thing I heard as the door slammed
shut. Zac and Annie were battling through one of their daily powerstruggles. He locked the door and went to take a shower. Little did he
know that as he lathered up, Annie was busy with the “impossible” task
of breaking into his bedroom.
I’m not quite sure how she did it since Zac had hidden all the “keys.”
All I know is my daughter will find a way to do EXACTLY what you
tell her she CAN’T do no matter how long it takes. She feeds off “the
dare.” That’s where she draws her strength and passion.
When you become discouraged, where do you go to find your strength?
No matter what we try to do in life, there is always something or
someone ready and eager to put up a road-block. Count on it. Don’t
let it get you down. Just be ready and know what it will take to find a
detour.

worked with Susan
for four years.

She is a wife and
mother of two
children and enjoys
long walks with
them and their
family dog, Rufus.

In addition to
computer graphics,
Kim enjoys
expressing herself
through other
creative avenues
such as writing and
painting with pastels
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and watercolor.

happy place (cont.)

Les Parrott talks about types of people to watch out for in his book High Maintenance Relationships.
I’m sure you know people like this, and they may even be your friends or family.

1. Critics: constantly complain or give unwanted advice.
2. Martyrs: are forever the victim and wracked with self pity.
3. Wet blankets: are pessimistic and habitually negative.
4. Steamrollers: are blindly insensitive to others.
5. Gossips: spread rumors and leak secrets.
6. Control freaks: are unable to let go and let things be.
7. Back-stabbers: are two-faced.
8. Green-eyed monsters: seethe with envy.
9. Volcanoes: build steam and are always ready to erupt.
10. Sponges: are always needy and never give anything back.
11. Competitors: always keep track of tit-for-tat.
I’m sure you’re making your list as you read through each description. So, when you find yourself
face-to-face with the “enemy,” what will you do? If you’ve seen the movie, Happy Gilmore, you
know what he did when he faced adversity. He went to his “happy place.”
Find your “happy place,” your inspiration, your passion, your purpose.
This will be the strength that helps you find peace and helps you get past the road blocks and
F.I.D.O – forget it and drive on!

www.susanhite.com			
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BAL ANCED
mice, monkeys and
merry christmas
In October I attended a
leadership conference
in Atlanta, Ga. I enjoy this
conference tremendously and always leave
encouraged and equipped. The conference
is promoted for leaders under 40 and has
morphed into a post modern gathering.

This year I was particularly struck by the
change in the ever-growing attendance. It
seemed like everyone thought by wearing
shirts un-tucked, sliding on some flip flops,
messing up their hair and copying whatever
else the communities’ alpha pups were doing,
they were the up-and-coming leaders. There
was even one booth vendor that was giving
out t-shirts that said “don’t conform.” The
t-shirts were very popular…it seemed everyone was wearing one.

One myth deeply entrenched in our
language is that of the “Lemming Suicide
Plunge” - where lemmings (small rodents),
apparently overcome by deep-rooted impulses, deliberately run over a cliff by the

8
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Facilitator

mice, monkeys, merry christmas (cont.)
millions, to be dashed to their deaths on the rocks below, or to drown in the raging ocean. Indeed, this myth is
now a metaphor for the behavior of crowds of people who foolishly follow each other, lemming-like, regardless
of the consequences.

Here’s the thing that just kept speaking to me at the leadership conference.

We spend a lot
of our time reading about leadership. We take leadership assessments, listen to leadership tapes and yes, attend
leadership training and conferences. As a matter of fact, it is one of the top things people ask me to speak about
at their conferences and business meetings. We are consumed with leadership. Is there anything wrong with
leadership? Well, don’t go burning your John Maxwell tapes yet. Just hear me out.
If I have heard it once, I have heard it a thousand times; everything rises and falls on leadership. There’s a lot of
truth in that statement. But even the greatest leaders follow something. The actions and decisions that leak out
of us and are ultimately deemed leadership are really the product of our follow-ship. So, what are you following? Who are you following? What are the things that shape your decisions?

“The actions and decisions that leak out of us
and are ultimately deemed leadership are really
the product of our follow-ship.”
There is another interesting example from the animal kingdom called The Hundredth Monkey Phenomenon.
The study introduced by Lyall Watson reveals the finding of scientists observing monkeys (Japanese macaques)
in 1952 and 1953. They began “provisioning” the monkeys - providing them with such foods as sweet potatoes
and wheat. The food was left in open areas, often on beaches. As a result of this new economy, the monkeys
developed several innovative forms of behavior.
One of these was invented in 1953 by an 18-month-old female that the observers named “Imo.” Imo was a
member of the troop on Koshima Island. She discovered that sand and grit could be removed from the sweet
potatoes by washing them in a stream or in the ocean. Imo’s playmates and her mother learned this trick from
Imo, and it soon spread to other members of the troop. The potato-washing habit spread gradually, according to
Watson, up until 1958. Gradually it reached a type of monkey tipping point and a community of potato washing
monkeys was developed.

You are a follower.

We all follow something. Maybe you follow your gut, the market,
your boss or your personal coach, but you follow. So, what is leading you along on your journey?

www.susanhite.com			
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mice, monkeys, merry christmas (cont.)

n

fortunes?

This will be the

final
Ignite issue of 2007, so Christmas will pass
before we have a chance to connect again.
During Christmas, it is easy to get wrapped
up in the all the holiday season hoopla. Allow me to give you a little Christmas context
in light of follow-ship.

Let me remind you about

a few other followers. It seems that three
wise men set out on a journey and instead
of relying on their own wisdom and power,
they followed a star. The star led them to
something miraculous; the son of God, born
of a virgin, wrapped in cloths, and residing
in a type of manger. These wise men followed something bigger than themselves and
discovered something worth following. They
followed a light in the sky to find the Light of
the world.

Trey’s 3
daughters:
Sarah (12)
Sydney (9)
and
Sloane (2)

I meet a lot of people that are like the lemmings. They are self destructive and live
only to fit in and go with the flow. Others are more like the monkeys and they watch to see what
others are doing that they can benefit from, and they adopt those behaviors. Don’t you think
there has to be something more to life than going with the flow or just building our own fortunes? Three wise men certainly did.

1. Who are you following?
2. Is it worth it?
3.	
For more light on the subject I suggest:
Luke, Chapter 2, The Bible.

Merry Christmas.
10
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Three wise men certainly did.”

“Don’t you think there has to be someth i n g

m ore to life than going with the flow or just building our o w

AUDIO INTERVIEW! LISTEN NOW!

giving in action

REGARDLESS OF THE SIZE of your

by
trey
baker
Hite
Resources
Content
Development
and
TYB
Facilitator

business, giving back to the community
is a great way to energize employees
and build cohesiveness on your team.
AS YOU IDENTIFY the unmet needs in
your surrounding area, engage employees
in helping to discover their passion
for giving and determine how your
business can effectively help meet
the diagnosed unmet needs you will
begin to see the heartbeat of your
organization.
LISA SELIP is the Director of Marketing
for Lowes Foods.

Lowes Foods has over

8,000 employees at locations primarily
in North Carolina.
CLICK HERE and listen to this brief
interview as Lisa shares how giving
plays a key part in the culture at
Lowes Foods.

www.susanhite.com			
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Stay Connected to
Susan’s TYB Message:

RADIO SHOW:
Sharing Stories and Strategies for Survival, Success and
Significance, The Susan Hite Show is syndicated by Clear Channel and
airs weekly in Charlotte, Greensboro, and Raleigh and expanding soon
to other Clear Channel markets.
Have something you’d like Susan to talk about on her show? Leave
her a message at 1-800-609-9931 or email contact@susanhite.com
THE SUSAN HITE SHOW is sponsored by
Check out the Clear Channel Radio Stations that currently carry
The Susan Hite Show:
Raleigh, NC – 93.9 KISS FM
Greensboro, NC – 99.5 WMAG FM
Charlotte, NC – LITE 102.9 FM
Wilmington, DE – 1450 WILM-AM
Dover, DE – 1410 WDOV-AM
Winchester, VA/Charles Town, WV – 1550 WMRE-AM

TYB RESOURCES:

You can also stay connected to Susan’s
message through her TYB Resources including
her 7-Step TYB Audio Series and book,
What’s In It For Me?
For more information, visit our website at
www.SusanHite.com.

PR

DUCTIVE

the burden of
being the boss

by
susan
hite

Something was wrong.
I could tell by the way she slowly walked into the room. Her head was
heavy and her smile was forced. She looked concerned. Something
was troubling her.
It was last Monday morning. I was standing in an empty conference
room at the downtown Marriott in Minneapolis getting my things set
up for an all day training program for a group of managers. That’s
when Patricia walked in.
Patricia’s the boss and normally she’s positive and upbeat but something
was obviously troubling her last Monday morning.
“I had to suspend someone yesterday,” Patricia said.
“What happened?” I asked.
I found out that one of my managers inappropriately used his position
of leadership and discriminated against one of our employees.

Patricia wasn’t mad.
			 She was heartbroken.
“It’s so disappointing,” she said. “After I investigated the situation and
got all the facts, I made the decision to suspend him and I sent him
home.”

www.susanhite.com			
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burdened bos s

(cont.)

“You mean he was here at the conference
when you found out?” I asked.
“Yes,” Patricia nodded in a low, soft
spoken voice. “I sent him home.
And just like that, Patricia

made a
statement
to the entire company that discrimination
would not be tolerated in her company.
She was disturbed by the behavior and
burdened to do something about it.

THE BURDEN OF
BEING THE BOSS
Do you feel burdened to take care of your
people? Does your boss feel burdened to
take care of you?
A Burdened Boss is someone who
leverages their leadership for the benefit
of their people.
You either are the boss or you have a
boss, and I am someone who believes
BURDENED BOSSES are a blessing.
According to Merriam Webster’s online

www.triangleactionshots.com

Susan talks about how you can turn tension into traction when you
know WHAT to say and HOW to say it. More than 150 people attended
this TYB Lunch and Learn Seminar at the beautiful Umstead Hotel in
Cary, NC sponsored by Clear Channel and Lowes Foods.

14
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burdened bos s

(cont.)

dictionary the word burden means something that is carried; a LOAD; a duty; a moral or legal obligation.

A BURDEN: Responsibility - Reliability –
Trustworthy (worthy of confidence : DEPENDABLE).
I often say, to discover the answers to life’s questions, you have to ask life’s questions!

1.

WHO IS THE BURDENED BOSS?

2.

What does the burdened boss do?

3.

Why does it matter?

1. WHO IS THE BURDENED BOSS?
	They are bothered like Patricia, the burdened boss, who was bothered by one of her supervisors who
misused his power with an employee in the form of discrimination. She was bothered and disturbed
by his behavior and that, my friend, is a blessing! A boss who is actually bothered by bad behavior is
a good thing and sometimes a rare thing. How many times have you seen a bad situation occur in your
workplace that didn’t seem to BOTHER your boss?

2. A burdened boss is brave.
	It takes GUTS to speak up for what’s right especially when no one else seems to be bothered by the
behavior.
	I’ll never forget working in an office where a leader openly made comments that in my opinion were
made in very poor taste. It was shocking to me and yet as I looked around no one seemed to be
BOTHERED by the behavior and unfortunately I wasn’t brave enough to say I was bothered. I was
young and I didn’t know how to handle it. I remembered feeling afraid that if I spoke up I wouldn’t fit
in. So I would nervously laugh at the comment or the joke then figure out a way to get back to my office
as fast as I could and I would feel sick to my stomach. I still feel sick to my stomach that I was not brave
enough to speak up.
	But here’s one thing I learned about that situation. If you’re bothered but not brave enough to let anyone
know, chances are you’ll either become part of the bothersome behavior or you’ll bolt. And that’s exactly
what I did.

www.susanhite.com			

Ignite! 2007 Issue 3

15

burdened bos s

(cont.)

	As my buddy Trey says, “Healthy people either get out of unhealthy situations or they will become
unhealthy themselves.”
	A burdened boss is bothered by bad behavior and is brave enough to speak up even if it makes you stand
out.

3. A burdened boss is bold.
	Merriam-Webster’s online dictionary says BOLD means:
: ASSURED, CONFIDENT: standing out prominently
When you are bold you will stand out. You will be rare. Some people might even think you are weird!
	Just heard from a President of a northeast regional company who said he doesn’t care about being on the
front page of the Wall Street Journal for his financial success or for being the biggest or the best.

www.triangleactionshots.com

Susan visits with participant Mike Reed at her TYB Lunch and Learn Seminar Nov. 15 at The Umstead Hotel in Cary.
Ironically, Mike used to work for Susan as an intern when Susan was a Radio Promotions Manager in the early 90s.
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burdened bos s
“DON’T JUST GO WITH THE FLOW.

THE FLOW JUST LEADS TO THE FALLS!”

 ow that’s bold. What he says he cares about is
N
positive cash flow, manageable growth and a company
that promotes a healthy lifestyle for him, his family…
and for his employees!! Can you really be successful
in the workplace and at home?
I was recently watching a movie with my daughter
about getting ahead in the workplace. The starring
actress says something like, “I am doing well at work
but my personal life is falling apart.” That’s when one
of her co-stars said, “Let me know when your personal
life completely blows up, then you’ll know you’ve
made it to the top!”
To take a different path, to make a stand, to create
policies at work that build people AND business is
BOLD.
Think about Truett Cathy, founder of Chick-Fil-A.
Talk about BOLD! To this day, his popular chain of
restaurants are not open on Sundays. And it wasn’t
because they couldn’t use the revenue. In fact, there
was a time when Chick-Fil-A was really struggling
financially and I am sure someone said, “OPEN ON
SUNDAYS!” But Truett Cathy was BOLD and said
no.

What are you being BOLD about?
Don’t just go with the flow. The flow just leads to the
falls!
To be bold you must have self-assurance and selfconfidence.
According to the book, NOW DISCOVER YOUR
STRENGTHS by Marcus Buckingham and Donald O.
Clifton, self-assurance is similar to self-confidence in
www.susanhite.com			

(cont.)

that in the deepest part of you, you have faith in your
strengths. You know that you are able to take risks,
able to meet new challenges, able to stake claims, and,
most important, able to deliver.
That’s self-confidence. Bold leaders are self-confident.
But bold leaders also have self-assurance.
Here’s what NOW, DISCOVER YOUR STRENGTHS
says about self-assurance:
“Blessed with the theme of self-assurance, you have
confidence not only in your abilities but in your
judgment. When you look at the world, you know that
your perspective is unique and distinct. And because
no one sees exactly what you see, you know that no
one can make your decisions for you. No one can tell
you what to think.
They can guide. They can suggest. But you
alone have the authority to form conclusions,
make decisions, and act. This authority, this final
accountability for the living of your life, does not
intimidate you. On the contrary, it feels natural to
you. No matter what the situation, you seem to know
what the right decision is. This theme lends you an
aura of certainty. Unlike many, you are not easily
swayed by someone else’s arguments, no matter how
persuasive they may be. This Self-Assurance may
be quiet or loud, depending on your other themes,
but it is solid. It is strong. Like the keel of a ship, it
withstands many different pressures and keeps you on
your course.”
And that, my friend, is why Burdened Bosses are
BOLD.
Do you have the confidence and the self-assurance to
be bold?
Ignite! 2007 Issue 3 17
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Here are some actions of
the Burdened Boss:
1. T
 he burdened boss hires
people who also feel the
burden.
When you are burdened you feel
responsibility to carry your load. You
can’t cast the vision for people then go
pick people up and take them there.
They have to want to go there and they
have to feel a burden to get there.
Burdened bosses hire other people
who are burdened because burdened
people will carry their own load.
2. T
 he burdened boss helps
employees discover and
maximize their strengths.
The burdened boss knows that people who get to use their
strengths are usually happy, career minded people who
produce extraordinary results.
Often times, people who don’t get to use their strengths are
unhappy, job-minded people who produce ordinary results.
3. The burdened boss coaches and corrects.
I once worked in the corporate office for a chain
of retail stores. One day I walked into one of
the stores and the manager came up to me
disgusted with the way one of her employees
was dressed that day.
“Can you believe how short her
skirt is?” she exclaimed.

18
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burdened bos s
“So, what did she say when you coached and
corrected her?” I calmly responded.

(cont.)
to increase bottom line revenue.

“Oh, I haven’t said anything to her yet, but I’ve
written it down for when I have her review,” the
manager said.
The burdened boss feels a sense of urgency to
coach and correct in the moment.
If you don’t say anything you are permitting the
behavior. As a Ieader, you will promote what you
permit. You can be hard on problems but soft on
people; fair but firm.
If you coach and correct as you go you’ll raise
the probability that you’ll repair more than you
replace. And if the repair process goes well,
you’ll turn people into the right people for your
business.
In the book, Good to Great, Jim Collins says
people are not your most valuable asset. The
right people are. So coach and correct your
people and give them every opportunity to do the
right thing.
4. T
 hey cast the vision and create
clarity.
I just witnessed a beautiful job of this being done
by a new leader of a large company. He stood up
and simply said:
#1 - Here’s what’s important right now. We need

#2 - H
 ere’s how we’re going to do it. We’re going
to increase new business and grow our current
business by using the following systems.
And here’s what I personally know about this leader.
He is a burdened boss because he cares about his
people.
If revenue doesn’t increase, jobs will decrease.
So many times we think bosses don’t care about
people, only about the bottom line. And many times
that can be true but not for the burdened boss.
The burdened boss cares about both because a
burdened boss knows it’s the behavior of the people
that influences the bottom line.
Are you burdened? Being burdened is not such a bad
thing. In fact, I think being a burdened boss is a good
thing. It means you are responsible. You feel a sense
of duty. You feel compelled to do the right thing even
if the right thing isn’t always the easiest thing.
Burdened bosses understand the need for
consequences and action. When bosses permit bad
behavior they are promoting it.
But as long as there are burdened bosses who are
bothered by bad behavior and are brave enough to be
bold enough to take a stand for what’s right instead of
what’s wrong, there’s a chance for the good guy to get
ahead!

SHARE!
We love it when you share articles from IGNITE! with your family, friends and co-workers.
Cut, paste, send, and share away! Be sure to let others know that they can get their own online
copy of IGNITE! four times a year absolutely FREE when they sign up at STAY CONNECTED at
www.susanhite.com.
www.susanhite.com			
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system failure

by
trey
baker
Hite
Resources
Content
Development
and
TYB
Facilitator

words that strike fear

into any person pressing the power button on their laptop or desktop
computer -- System Failure--all is lost…blue screen….the equivalent
of a computer flat-line with no paddles to charge and shout “clear!” for
a miraculous recovery. It’s easy to spot when a piece of software or hardware
we use all the time has a system failure, but how about system failures at work?
Not of the hardware or software variety but failures with service, leadership,
communication or teamwork?
So, one day you decide that your team or company is going to place a greater
emphasis on service. You plan a training session. Perhaps you even bring in
someone from another organization that specialized in service
for your off-site service training retreat. The day goes well and
THE HAWTHORNE
when you return there appears to be an increase in service levels.
EFFECT: a shortAAAhhhhhh, leaderhip success.
term improvement
in a behavior
But not so fast. Soon you notice that things begin to return to the
because of a
same level they were before. “Why don’t they get it?” you might
raised awareness.
think. Perhaps you should be asking what it is that you are not
getting.
What you experienced is commonly referred to as the Hawthorne Effect. It is
a short-term improvement in a behavior because of a raised awareness. For
example, let’s say you are experiencing issues with tardiness with your staff. If
you sent out an e-mail to your staff and said the topic of next months meeting was
going to be punctuality at work you would see an improvement in folks arriving
to work on time for the remainder of the month. By the time the meeting actually
arrives you might even think there is no longer a need to discuss the issue because
it has dissipated.

20
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system failure

The Hawthorne Effect teaches us that speeches,
talks or environments don’t change behaviors for an
ongoing period of time. Systems change behaviors.
Firing off an e-mail in response to the latest crisis will
not change behaviors permanently. Systems change
behaviors. Pulling everyone into the break-room to
discuss the serious issue will not change behaviors.
Systems change behaviors. Where do you begin with
creating your system? Below are some questions for
consideration and key components to keep in mind.

Three Great System
Creating Questions:
1. What behavior(s) do I want my people to be

known for? Go ahead, make a list….mentally
think about the things you want your staff,
managers, and leaders to be known for delivering.

2. What system do I have in place that is going to

help develop that behavior? If you find yourself
with several items listed here but still are not
getting the behavior you desire then I might
suggest that your current system is failing.

3. What system do I have in place that is creating

the behaviors I do not want? Your people are
doing what you are leading/managing them to
do. If there is something going on that you don’t
like it is a product of what you are promoting and
permitting.

SYSTEMS
www.susanhite.com			

(cont.)

Five System Key
Components:
1. S
mooth: It integrates into the work flow and

does not interfere with creating the desired end
result.

2. E
asy: As effortless as one-click shopping on

Amazon, a great system is easy for people to use.

3. O
bvious: Whether or not it is done

correctly is self-evident in the process. There
is no guessing as to if the correct behavior was
delivered or not.

4. T
racked: Things that get measured get

managed and what gets managed gets better. If
the behavior you want is important enough to
create a system around it is important enough to
track.

5. 
Connected: What you are tracking needs to

connect back to your company scorecard in order
for the item to be continuously elevated.

You are off to a great start. Ask the tough questions
and make sure you have the key components
incorporated into your thought process. However,
sometimes knowing why things fail is as critical as
knowing what makes them work.

cha nge

be haviors.
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(cont.)

WHY SYSTEMS FAIL:
POOR DEVELOPMENT PRACTICES
This includes creating a system for the sake of having one and not to genuinely address issues. Not thinking the
system all the way through and realizing the full impact can cause more issues than are resolved.
INCORRECT ASSUMPTIONS WITH REGARD TO SYSTEM REQUIREMENTS
Sometimes we can be blinded by our own knowledge. Remember JetBlue? The fiasco they suffered with
planes on runways for hours was caused by bad weather and major system breakdowns. The founder and CEO
made some assumptions and created a solution that would months later cost his company billions because the
core problem was never fixed. When he later stepped aside he said it was time to let the operations people take
over. If you only have a hammer as a tool, you tend to see every problem as a nail.
INADEQUATE USER TRAINING
We will take weeks and months to train people on the latest software, but we often neglect to pour the same time
into training on behavioral issues. Behaviors are what will keep you going long after the latest technology is on
the shelf.
POOR FIT BETWEEN USER AND ORGANIZATION
Most systems ultimately reflect the culture and/or values of the organization. In some cases we simply have
made hiring decisions that are a poor match and like trying to force a square peg into a round hole, we believe
the system will change not only the person’s behavior but the person’s values. According to Jim Collins, (Good
to Great), we “shouldn’t hire people and try to teach them our values, we should hire people that already share
our values.”
FEAR
Perhaps fear is the greatest reason systems fail. People are ultimately the key part of any system that is
focused on behaviors and when people do not follow the system that has been set into motion there needs to
be immediate coaching and correction. What I have seen in so many instances is that managers and leaders
will not have the conversation with people that they need to have when something goes wrong. Fear of the
conversation, fear of confrontation, fear of losing the employee (warranted or not) or most likely, fear of
revealing their own inadequacies at equipping those around them keeps many leaders from encouraging,
equipping or exiting people as necessary. Ultimately, the entire organization suffers when we entertain
mediocrity and are constrained by our fears.
YOU WERE NOT MADE TO LIVE IN FEAR. YOU ARE NOT HERE TO ENTERTAIN MEDIOCRITY. The
systems you create should reflect excellence and courage while driving people towards the successful behaviors
needed by your organization.
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from the ordinary
to the extraordinary

I believe

by
susan
hite

you were meant to live an extraordinary life.

So how do you go from ORDINARY to EXTRAORDINARY?
Someone once asked Sam Walton, the founder of Wal-Mart, how Wal-Mart became so
successful? And Sam Walton replied, “We’re just ordinary people doing extraordinary things.”
To be extraordinary you have to know THE WHAT, THE WHERE and THE HOW.
#1 – WHAT does it mean to be extraordinary?
#2 – WHERE do you want to be extraordinary?
#3 – HOW do you get from ORDINARY to EXTRAORDINARY?
I’ve never wanted to be ordinary. To me ordinary was regular, average, what was expected.
Ordinary was the norm. Like just the other day on the way home from my daughter’s soccer
practice, we stopped at the drugstore. The sales associate was nice, but there was nothing
extraordinary about her way of thinking. Sadly, her way of thinking
was quite ordinary.
She noticed my daughter in her soccer gear and asked, ”So
did you just have a game?”
“No, it was just practice,” my daughter Holly replied.
“Well, I wish I could have been at your soccer practice
tonight,” the young lady behind the register said. “I’ve
been stuck here in this cage all night.”

“We’re just ordinary
people doing
extraordinary things.”
SAM WALTON

What an ordinary way of thinking. “Hey, I’m stuck in this
job!” instead of “Wow, I have a job, a pretty ordinary job, and if I
do it extraordinarily well, I may not have to do it very long before I get
promoted to something else!”
www.susanhite.com			
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ord inar y to ex traordinar y
ORDINARY is I HAVE TO DO THIS.
EXTRAORDINARY is I GET TO DO THIS.
Ordinary people with ordinary vision ONLY see the NOW.
Ordinary people with Extraordinary vision see how the NOW is
CONNECTED TO THE LATER! I have found that people who
see what they do as something they have to do usually have to do
it for a very long time. But people who do what they have to do
with an “I GET TO DO THIS” kind-of-attitude don’t have to do
it very long.
According to Merriam Webster’s online dictionary:
Extraordinary is:
a: going beyond what is usual, regular, or customary
b: exceptional to a very marked extent
So here’s the deal: if you want a usual, regular life with usual,
regular benefits, just do usual, regular, customary, ordinary
things.
If you want a regular job with regular benefits and regular pay,
just do what’s usual, regular or customary. You know, just do
what employees ordinarily do.
If you want a marriage, a family, a relationship that’s just usual,
regular or customary, well then, just do what ordinary people do
in ordinary marriages, families or relationships.
Want to know what’s ordinary? Just look around. The majority
of people are just doing ordinary stuff as in just what’s expected.
Nothing more. Nothing less. Just the regular, normal, customary
stuff.
So Extraordinary means going beyond what is usual, regular, or
customary.
b: exceptional to a very marked extent
Here’s what I believe: if you give extraordinary effort you will
get extraordinary results. If you would like to get something
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(cont.)

more out of life than what is usual, regular or
customary and if you want to be exceptional, you will
have to do something exceptional, and that my friend
is extraordinary.

Everybody has a different definition of living
the extraordinary life. What’s yours? To live an
extraordinary life, you’ve got to know WHAT
extraordinary means to you.

So, that’s what the dictionary says about extraordinary.

THE KEY IS YOU!

What does the world say? The secular world says
extraordinary living is when you have money, power
and possessions. Huh? Is that true? Does that work
for you?

If ordinary is the norm or doing what’s regular, then
extraordinary must mean going beyond the norm or
what’s regular. In fact, Merriam Webster’s online
dictionary says:

One of the most extraordinary times
of my life is when I made $12,000
a year working a part time job so
I could stay home with my two-year
old son. I did not have a lot of
worldly power or, for that matter,
possessions.
But I did have an extraordinary
life. I mean, I got to walk through
my neighborhood at 10 o’clock in
the morning pushing my son in his
stroller when just months before I
would have been in a weekly manager’s
meeting.
That was extraordinary to me: that
I could make $12,000 a year working
from home. But how many other people
would have looked at my life then as
an extraordinary life? I have a lot
more people NOW thinking I live an
extraordinary life than I ever did
back then. But, the truth is my life
has been a series of extraordinary
events because all have been
extraordinary events to me, in their
own unique ways.

www.susanhite.com			

Extraordinary:
going beyond what is usual, regular, or customary
<extraordinary powers> b: exceptional to a very
marked extent
To do extraordinary things often means you are doing
things that have yet to be proven can be done. You
are doing something different, unique, or uncommon.
That’s why it’s not ordinary. And that’s why if and
when you do it, your rewards won’t be ordinary either.
Here are some examples of ordinary vs. extraordinary
behavior:
Ordinary behavior is talking about people.
Extraordinary behavior is talking to people.
Ordinary behavior says there’s no way.
Extraordinary behavior says let’s find a way.
Ordinary behavior says that’s not my fault.
Extraordinary behavior says might not be my fault, but
it’s still my responsibility.
Ordinary behavior says hey, we have a problem.
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(cont.)

Extraordinary behavior solves the problem and many times never even lets anyone know there was a problem.
Ordinary behavior says this is the way it’s got to be.
Extraordinary behavior says it doesn’t have to be this way.
IF YOU WANT TO BE EXTRAORDINARY:
	
	Get better, not bitter. Work to realistically find the good in every situation and focus on what you
can control, instead of what you can’t. That’s extraordinary behavior that produces extraordinary
results.
	Don’t quit. One of my favorite sayings is this: When faced with a mountain we will not quit.
We’ll either find a way over it, around it, tunnel underneath it or simply stay and turn the mountain
into a goldmine. That’s extraordinary thinking that leads to extraordinary behavior that leads to
extraordinary results.
	Press On. Pressing helps to solve your problems, while turning back brings on more. Giving up is
ordinary. Pressing on is extraordinary.
	Connect the dots. Extraordinary people are able to connect the little things to bigger things.
Extraordinary people know there is a cumulative effect of doing little things well consistently over
time. The mundane is connected to the miraculous.
	Create the how as you go. Extraordinary thinkers don’t get bogged down with the how. They just
claim what they want to do then they get started one step at a time. And with every step they take,
the next step reveals itself.
	Extraordinary behavior requires extraordinary faith. Believing in what you can’t always
see. Believing that somehow, someway it will all make sense in reverse order. Believing that
extraordinary thinking is not impossible just unreasonable.

Extraordinary Thinking Leads to Extraordinary Behavior
which influences your Bottom-Line Results!

26

Ignite! 2007 Issue 3

clarifying the win

by
susan
hite

Years ago I used to think that 80% of all workplace problems had to do with communication, but I
don’t think that’s true anymore.

I think 99% of all workplace problems have to do with LACK of CLARIFICATION…
then ineffective communication.

If you want to be successful you have to:
#1 –
#2 –
#3 –
#4 –

CLARIFY THE WIN
COMMUNICATE the WIN
EMPOWER AND ENABLE people TO WIN
CELEBRATE not only the WIN, but all the little wins along the way!

At a recent meeting, our team was about one hour into our visioneering when one of my teammembers simply
said, “So, what’s the win?”
“What do you mean?” I asked her.
“Just tell us what the win is and that will help us know where to say yes and where to say no.”
First of all, visioneering is what our team calls strategic dreaming. In other words, where
do we want to go and how will we get there? And I guess most of the hour had been more about dreaming and
discussing…communicating…but I had not specifically clarified the win.
You can’t communicate something successfully until you get clear on what you’re trying to say. Here’s what I
know about you…
You aren’t just talking because you have to say something. You are talking because you have something to say.
So, make sure you are saying it clearly.

www.susanhite.com			
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(cont.)

Not everyone will see what you see. You need to be reminded of that. What seems obvious to you may not be
so obvious to others. Remember, people with vision often see what others cannot see, but because you can see
it so clearly you just think others can too.
Not true.

So, take a step back today and ask yourself these
questions:
#1 – Do I know what I want for me? For my family?
#2 – Can I clearly state it in a single sentence?
#3 – Have I clarified the win?

For my team?

I just talked to a small business owner who said he has a new plan in place and he communicated the plan with
his staff, but forgot to clarify the wins along the way.
He said to me, ”The new plan makes the new wins obvious, but I quickly learned that it was not obvious to my
staff.”
Here’s the deal. Let me lay this out for you because regardless of whether you’re a small business owner,
leader, teacher or parent, you will get a big “ah-hah” out of this story.
One year ago this man said his business had grown to its maximum potential using the resources he had in
place. In other words, he was doing as much business as he could handle with the employees and space he had.
It was a classic case of supply and demand.

He had two choices:
1. Invest, Expand and Grow.

Capitalize on the demand for his services. Hire more people, get more
space, cover more territory and grow his business. With this choice, he would have more people
saying yes.

2. M
 aintain, Increase, and Balance.

Maintain his current employee count, keep his current space but
increase his prices. He knew this choice would have more people saying no, but that would be part
of his plan. More people saying no, but enough people saying yes at a higher price, which means
they could maintain the business with their current staff, increase revenue with a price increase and
keep a healthy balance between home and work for him and his staff.
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By nature I think we’re wired to associate a YES with
success and a NO with failure. But, in some cases, yes
means oh no and no means YES!!
BUT YOU CAN’T ASSUME people will connect the
dots. You have to clarify the win.
So, after the price increase and communicating
the new plan…but not CLARIFYING THE NEW
WINS…his staff discovered their new higher prices
were being rejected more than they were being
accepted. They found themselves feeling rejected and
disappointed that they were getting more no’s than
yes’es.
That’s when the business owner said it occurred to
him that he had not clarified the win with his staff.

(cont.)

He called a quick meeting and said getting more no’s
is exactly what we expected to get. It’s a victory now
when we get a no. Before, our prices were too low
and everyone was saying yes, and we were killing
ourselves trying to do all the work.
That’s why we increased our prices. We want some
people to say no, so the right ones for us will say
yes. That way, we can work with people who really
value us for who we are and what we do and what we
want to do. And that’s providing excellent work and
excellent service. Not everyone values both enough to
pay for both. We want the people who value #1 - the
work we do…and #2 - the way we do it…to be our
customers.
That means people who are shopping only on price
are probably going to say no. That’s fine. Let them
go somewhere else. But the people who value the
product as much as they value excellent service will
continue to be our customers.
This is what my buddy Trey calls narrowcasting
instead of broadcasting.
Sometimes I think you have to go broad before you
can go narrow. But when you do go narrow, you
get specific and you start to reach the sweet spot of
success.
So to clarify the win, I suggest you
ask these three questions:
1. What do you love to do?
2. Can you be the best at it?
3. Who will pay you to do it?
The answers to those three questions will help you
clarify the win.
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If You Love It, Frame It!
We Custom Frame Treasures
Baby Portraits
College Diplomas
Collections
(stamps, coins, miniatures, etc.)

Bridal Portraits
Original and Limited Edition Art
Your Children’s Artwork
Mementos from Life’s Great Moments
At The Apex Gallery, we value loyalty and
the opportunity to build relationships with our
customers. Getting to know you and your family
is what makes our work fun and rewarding. We
want to offer you a lifetime of appreciation, not
just a one-time “deal.” At the Apex Gallery, we
invite you to experience custom framing in a
most unique and wonderful way.
- Ken Hite, Owner

Art and Souvenirs from Travels
Family Portraits
Special Newspaper Clippings

(great stories of family members and friends)

Customer Loyalty Program
rewards you with a $500 gift certificate
125 North Salem Street
Historic Downtown Apex
Apex, North Carolina 27502
www.TheApexGallery.com • (919)303-0076

