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Understanding Generation X and Generation Y
Getting Through to Today’s Employees
Delivering Results - The Khoury Performance Equation
om Support to Separation
Common Pitfalls & Embracing Best Practices of Khoury Clients

Fueling the Fire — The Personal, Professional, & Financial P

FPRESENTED BY THE INTERMATIONAL CARNWASH ASSOCIATION




Then and Now:
The Changing Employer-Employee Dynamic

The Generation  Generation
Demographic Traditiona 00 5 X Y

Group Size 72,000,000 48,000,000 70,000,000

Labor Employer Employer = Employer | Employer =
Relatio; P “Infallible” ity Equilibrium Prospect

A Closer Look at Managing...
Generation X

» Strengths
» Desire, Motivation

» Competitiveness

> Needs
» Career definition
> Family-oriented flexibility

> Aggressive income growth

A Closer Look at Managing...
Generation Y

> Strengths
> Technical savvy, general understanding of world

» Exceptional multitasking ability

> Needs
> Developmental plan
» Understanding of personal importance/contributions

»> Consistent recognition and attention
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Common Small Operator Challenges

Time

Financial resources, cash flow restraints

Not comfortable with what to personally coach

Not comfortable with how to personally coach

Poor personal planning

Focused on Group dynamics versus Team dynamics

Employee leverage
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Coaching - Critical Action Items

» Internal Revenue Generation - Frontline Service and Sales Process
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»Being a Professional
> Positive Attitude - Manage Mental Input i
> Product Knowledge - Test for Understanding Bty Raort
> Presentation Style - The Four Levels

> Guidelines for Maximizing -
»>Top Down Selling Qualify
>Focusing on Product not Price Positive Atitude
>Avoiding Self Projection Product Knowledge
> Achieving Quality/Quantity

N N Presentation Style 3.
>Mastering The Five Benefits

Offer Best
A ey Product
»>Overcoming Objections
> Preparation

> The Five Primaries =

. Ow ne
> Matching Objections
> Benefits vs. Consequences
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Coaching - Critical Action Items

» Internal Revenue Generation - Frontline Service and Sales Process

> Effective Sales Management — The Khoury Performance Equation
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The Blueprint — Khoury Performance Equation

The Right Environment
+
The Right Fit
+
The Right Action

Performance Potential
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Development

Compensation

Peak
Per

Drivers

Relationships Opportunities

Support
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The KPE — The Right Fit

Source Select

FPRESENTED BY THE INTERMATIONAL CARNWASH ASSOCIATION

The KPE - The Right Action

Expectation

Standards

Incentive

Training Measurement

Accountability Recognition
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Coaching - Critical Action Items

> Internal Revenue Generation - Frontline Service and Sales Process
> Effective Sales Management — The Khoury Performance Equation

> Time Management and Prioritization
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What could you d. an extra 2-5 hours pei J
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*Extra Time*
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Impact: Impact:
Great Small
Ease of Ease of
Implementation: Implementation:
Easy 1 3 Easy
Organizational 2 Organizational
Impact: Impact:
Great
Ease of ase
Implementation: ‘mplementatio’
Difficult Difficult
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Coaching - Critical Action Items

Internal Revenue Generation - Frontline Service and Sales Process

Effective Sales Management — The Khoury Performance Equation

Time Management and Prioritization - Self Mastery

Creating Employee Unity - Team vs. Group Management
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Major Differences Between Groups and Teams

Team
Members firmly commit to
common goals they help create,
and see their own goals as
linked.

Members are also mutually
accountable to one another.

Members demonstrate trust and
collaboration.

Members share leadership,
interdependence &
accountability.

Members achieve their goals
AND synergy (2+2=5!)

Varying Team Members Effects in Groups vs. Teams

Team
Members enjoy clarity.

Members believe, affirm and
expand the organization’s vision.

Members become selfless, focus
on opportunities to speed
achievement of vision.

Members progressively affect
those around them.

Members enjoy individual
recognition that accompanies
team success.
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Effective Teams usually share one or more of the following:

» Vision
» Pain
> Enemy
» Fear

» Interest
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Coaching - Critical Action Items

Internal Revenue Generation - Frontline Service and Sales Process
Effective Sales Management — The Khoury Performance Equation
Time Management and Prioritization - Self Mastery

Creating Employee Unity - Team vs. Group Management

Knowing, Finding and Retaining the Right Fit - The 9 Core Attributes
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Recruitment

> Sincere

> Strong communication / interpersonal skills
» Self-motivated

> Integrity-driven

» Team-oriented

> Flexible

»> Teachable

> Confident

»> Mature
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Coaching - Critical Action Items

Internal Revenue Generation - Frontline Service and Sales Process
Effective Sales Management — The Khoury Performance Equation
Time Management and Prioritization - Self Mastery

Creating Employee Unity - Team vs. Group Management

Knowing, Finding and Retaining the Right Fit - The 9 Core Attributes

Identifying the “Downward Commitment Spiral” - Acting Decisively




he Downward Commitment Spira

New Hire receives o After Probationary Period,
dynamic Developme: Development of individual slows:
Results in Peak Motivation 9 Results in Contentment

Developmental memione Development stops:
decreases rapidly e Results in Growing Cynicism
Results in Apathy

Continued absence of Long term absence of
Development: Development:
Results in Increased Negativity Results in Argumentativeness

Long term absence of 7 End result of long-term
Development: Developmental neglect:
Results in Outright Combativeness Results in Contamination of Team

RAPID BUSINESS/'SECURITY EROSION
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“When is it time to terminate someone?”

“When an employee’s liabilities exceed their assets to
the company, it is time for them to move on.”

“If I had known everything that I know now about this
person, when I hired them, would I have still done so?”

“Have I provided all of the tools, communication,
support and incentive needed for the person to do
their job to my expectation level?”
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Coaching - Critical Action Items

Internal Revenue Generation - Frontline Service and Sales Process
Effective Sales Management — The Khoury Performance Equation
Time Management and Prioritization - Self Mastery

Creating Employee Unity - Team vs. Group Management

Knowing, Finding and Retaining the Right Fit - The 9 Core Attributes
Identifying the “Downward Commitment Spiral” - Acting Decisively

Linking Employee and Organizational Goals — The Big Picture




(Motivation)

Maslow’s
Hierarchy of Needs

<4=—p SELF
N . ACTUALIZATION
ommunication

LOVE

SAFETY

<4 SELF
ACTUALIZATION

LOVE

SELF-PRODUCTION = o
SECURITY SOEEIY

KEEP JOB = PAYCHECK =
MEETS BASIC NEEDS PHYSIOLOGICAL
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Improving Personal Efficiency

“The more you look at and use your current role as an
opportunity to help others master behaviors and character
traits necessary to move their lives forward, the more
energy they will use to perform at their peak performance
level. Help them extract every life lesson your employment
experience holds...then, enjoy the climb!”

- Excerpt from Frontline Profit Machine
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Common Pitfalls & Best Practices

> Taking the Time to Plan
> Productivity vs. Activity
» Thinking Month to Month and Longer Term
> Time Management Resources & Techniques
> Linking Personal and Organizational Goals

> Developing “Bench Strength”
> The Comfortable Curse of long term frontline managers
S ing the value from day #1
poradi Informational vs. Perpetual-Aggressive-Sales Oriented recruitir
> Holding On Hoping For A Turn Around
» Common signs someone is not engaged with their job
ritical questions
> Measuring the impact of low performance on your top line and bottom line
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he Pay Off

» Personal

» Professional

» Financial

Please help us improve the quality of our
conference by completing your session
evaluation form. Completed forms may be
given to the room monitor as you exit.
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