
All In - October 2013
Establish Clear Accountability - Participant Guide

Internal Use Only  |  Confidential and Proprietary Information  |  2013 OMX, Inc. | 1 |

Instructions: Prior to your scheduled All In discussion session, read Chapter 10 (pages 160-174) of All In. Then, use this guide for 
taking notes during the discussion and as a reference on the job.

The book gave a STEP Model for Recognition:
•	 Tell the Story - give the background story & explain 

what they did
•	 Get the Team Together - publicly praise, privately 

critique
•	  Emphasize a Core Value - link the story to core 

values & only recognize results that are important to 
OMX

•	  Personalize the Moment - make it meaningful to 
the associate so they feel personally valued

The book also gave four components of genuine appreciation.
•	 Be sincere - give a heartfelt public thank you for behaviors 

you truly value
•	 Do it now - recognize associates as soon as possible after 

the desired behavior
•	 Be specific - identify exactly what triggered the recognition 

& link to a core value
•	 Do it often - recognize every 7 days & 5 positives to every 1 

constructive feedback

1. Review of Root for Each Other

•	 Accountability is more than hitting the numbers - it’s helping 
your associates succeed

•	 Positive accountability helps associates feel the satisfaction 
of achieving goals and meeting or exceeding expectations.

•	 Cultures that treat all associates the same without regard to 
individual contributions demoralize strong achievers.

•	 Leaders must exhibit personal accountability & acknowledge 
their role in missteps, otherwise associates will resent the 
hypocrisy.

•	 Heavy-handed leadership is not true accountability - it is just 
faultfinding. The key is to find balance between these two.

3. Key Points

The accountability cycle begins when senior leaders define 
overall OfficeMax goals. Store Team Leaders are then responsible 
for their store’s share of the goals & associates are responsible for 
their share of the goals. 

The goals of each 
layer in the pyramid 
support the layers 
above them.

Accountability 
flows both ways 
between layers.

At the end of the 
cycle, leaders 
close the loop 
& evaluate 
success 
together.

4. The Accountability Cascade

What does the book say is one sure way to protect an 
organization from cultural failure? 

 According to the book, in a great culture, what else 
must associates do besides just showing up? 

What can happen when accountability is lacking? 

How did the leader in the Real Salt Lake soccer team 
store handle the associate who was spending too 
much time interacting with customers?

How did the new COO at Pitt County Memorial 
Hospital model clear accountability?

Accountability is commonly misunderstood as what, 
according to the book? 

2. Chapter Discussion



All In - October 2013
Establish Clear Accountability - Participant Guide

Internal Use Only  |  Confidential and Proprietary Information  |  2013 OMX, Inc. | 2 |

1. Answer these questions:

 Yes No

All my associates understand exactly what is expected of them today and moving forward.

Our team sets SMART goals that are specific, measurable, attainable, relevant, & time-based.

Our team expects that everyone is held accountable to meet their goals.

When new team members arrive, we quickly bring them up to speed on accountability.

In my store, we measure progress on our goals by everyone giving & receiving feedback

Our team discusses approaching deadlines and finds ways to help each other meet them

Our team provides positive, honest feedback to one another when we feel it is necessary

Associates are cheered towards achieving their goals & rewarded when they do so

2. Total the number of Yes’s & then see where you stand: 
0-3: Needs work             4-6: Not too bad                   7-8: Accountability is a positive on  
                    but could be better      your team - keep it up!

7. How is your team doing with Accountability?

Instructions:  As the group discussion each component below, circle the score you would rate yourself.

Component Score Yourself
1=weak, 5=strong

1. Have a clear team plan 1 2 3 4 5
Create a roadmap of things like financial goals, CSAT measures, launch of new products & services, clients to be served, etc.

2. Create SMART goals 1 2 3 4 5
Everyone knows their role using specific, measurable, attainable, relevant, time-based goals

3. Set Guidelines 1 2 3 4 5
Agree on formal progress measures (performance reviews, reports, etc.) & informal measures (huddles, one-on-ones, etc.)

4. Set Expectations of Accountability 1 2 3 4 5
Help the culture flourish by making accountability the norm

5. Measure Progress Two-Ways 1 2 3 4 5
Evaluate how your associates are doing, but also get feedback from them on obstacles, changing directions, etc.

6. Navigate Change 1 2 3 4 5
Bring new hires up to speed right away on how things are done. When business needs change, realign with the team.

7. Meet Deadlines 1 2 3 4 5
Point out when crunch times are nearing. Associates feel treated justly when due dates are clearly defined.

8. Have Candid Conversations 1 2 3 4 5
Be honest, fair, & trusted, all while expecting a lot from your associates.

9. Model Accountability 1 2 3 4 5
Let associates know your goals as well. Model the attitude of accountability you want your associates to live out.

10. Reap the Rewards 1 2 3 4 5
Devote more time to finding what your team does right. Recognize & reward achievements as you root for each other.

Based on your results, identify any areas that you could improve to better establish accountability in your store.

5. Essential Components of Effective Accountability

6. Accountability is...
•	 helping your associates 

succeed
•	 more than critiquing
•	 assigning 

responsibility with 
realistic goals

•	 evaluating progress 
toward goals

•	 making positive 
course corrections at 
milestones

•	 removing obstacles
•	 coaching for success
•	 closing the loop by 

celebrating wins & 
honestly evaluating 
misses


