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What a Year……

Where did it go……..

San Francisco, Los Angeles, Baltimore, Washington DC, and New York City. McNamara & Associates, Inc was a well-traveled group throughout this past year.

There were two main initiatives for our staff in 2007. The first was Recruiting and Selection. Our client was a consulting firm that specialized in computer forensics. We assisted our client at various sites across the country recruiting experienced personnel in the Electronic Evidence field. McNamara & Associates’ responsibilities included: screening the candidates, coordinating the interview process (from the first interview to acceptance/rejection), gaining feedback from hiring managers regarding candidates, and assisting our client in improving the recruiting/selection and retention processes for the company.

McNamara & Associates played a role conducting campus recruiting. We visited Columbia, NYU, Rutgers, University of Delaware, NJIT and USC. Working with the universities and students was very rewarding. The company gained many entry-level candidates from our on-campus recruiting efforts. Reviewing hundreds of college resumes is no easy task. Filtering through resumes to seek the ones with qualifications required by our client takes time and understanding of the clients needs.

Our goal was to recruit fifty candidates for our client in eight months. We had fifty candidates on board in six months, two months ahead of schedule.

Before I discuss our second initiative, I want everyone to think about your travels (including: airlines, hotels, etc.), restaurants you frequent, stores you shop at and any other establishment where you spend your hard earned money.

Did your flight leave on time? Were the flight attendants friendly and courteous? Had enough towels in your hotel room? Food selections on menus intriguing ? Waiting for your meal too long ? The questions can go on for pages, but the main question you should ask yourself: Did you receive excellent customer service and were you satisfied?

That brings us to our next initiative in 2007.  Service Excellence in the healthcare industry. Healthcare Industry you ask? Sure, in any establishment you visit, you expect to be treated like you’re the most important person there. 

If anyone thinks it’s a piece of cake working in the emergency department of a hospital or the operating room, think again. These employees face life and death situations every day. Let’s face it, the people that are coming to these hospitals are not there for a vacation. They might be sick or a loved one may have a serious injury or illness. Whatever the reason, these customers expect service excellence from everyone in the hospital. 

In 2007, these hospitals made it a priority to train their employees on service excellence.

McNamara & Associates trained over three thousand  employees on Service Excellence in the following institutions: Methodist Hospital, Brookdale Hospital, Flushing Hospital, Brooklyn Medical Center and Wyckoff Medical Center, Mary Immaculate Hospital, St. John’s Hospital.

In the sessions we conducted, various topics were discussed regarding service excellence and customer satisfaction, including: communications, customer expectations, conflict, the customer experience, cultural differences and the changing demographics in a community.

Hot Topic

Partial reprint of an article that ran in Law Office Administrator, a publication for legal office managers.
Harassment

Managers or every type of office hear the word ad nauseam, yet there always seems to be some aspect of the issue that goes undermined.

Currently, harassment’s ignored element is bullying, says one management consultant.  And it may or may not have sex involved.

Whether males against the males, women against the women, or a mixture thereof, bugging people inappropriately sexually or non-sexually is a serious yet strangely under appreciated violation of the law.

It can be a case of a supervisor’s misuse of power over an employee or it can be a peer-to-peer situation, says John McNamara, CEO of McNamara & Associates. 
However, it occurs and it’s harassment, and it carries the same penalties for the firm as any other form of harassment.

The Same Sex Bully

One type of bullying that has only recently come to be recognized, as a harassment issue is same-sex bullying.

That’s slow to get recognition, says McNamara.

It came to light with a case where a young man who was homosexual was harassed by his male co-workers. He was made the target of jokes and taunting about being gay “to the extent that he was getting physically sick”.

The man complained to management, “but nobody wanted to hear about it”.

The case went to court, the issue being “was it boys being boys or was it harassment?” And the court said yes, it was sexual harassment even though it was confined to the same sex. They further agreed that it should be treated as such and carry the same consequences as male/female harassment.

After this case, more and more same-sex harassment cases were won until it’s now a significant danger to watch for.

Management needs to be aware that contrary to prevailing opinions, sexual harassment has no gender boundaries.  In fact, in 2004 more than 15% of sexual harassment cases were filed by males, some related to the opposite sex and some to the same sex.

From Same-Sex to No-Sex

Bullying and harassment protection extends to any combination of the sexes, sexual or not, McNamara says.

Sexually, it can be someone making passes at another person of the same or opposite sex. Even if it’s one gay person making passes  to another gay person, it’s sexual harassment, and the company is at risk for an EEOC claim.

However, McNamara says, “the most blatant form” of same-sex harassment is not the inappropriate amorous overtures but the situation where a homosexual male or female is taunted or threatened because of being homosexual.

Rude comments, gestures, name calling, passing e-mail jokes, posting cartoons on the walls- same sex or opposite sex, it needs to be treated  no differently than if it were a male targeting a female.

McNamara gives us an example he encountered in a client office. At an office function, someone took a picture of two heterosexual employees talking and  passed the picture around the office as a joke that the two were gay lovers.

That type of joke is scarcely harmless, he says.  It can precipitate a sexual harassment suit.

The Nonsexual Bad Joke

What about nonsexual behavior such as putting glue on somebody’s telephone or hiding somebody’s office equipment?

By themselves, things like that “might not rise to the level of harassment.” But if they become “a routine pattern of behavior,” they can create a hostile environment for the target, and that’s a form of harassment.

Particularly dangerous are the irritating jokes that target people of some nationality or religion or sexual orientation. At that point, the company has a straight-out harassment issue.

About That Straight White Male

Then there’s a question of whether harassment protection extends to that one all-but-immune group, heterosexual white males.

It does, McNamara says.

It can be sexual harassment. If the heterosexual man is working in an industry that is predominantly gay and becomes a target of sexually focused jokes or behavior, he can say, “I’m being sexually harassed”.

Or it can be a matter of hostile environment. If one heterosexual man continuously exhibits annoying behavior to another, that’s harassment.

It’s the same for women. While women are guilty of harassment far less often than men, female harassment does occur.

He sites one situation where a gay female supervisor “definitely abused her power” by making suggestive comments to a female intern. Because the remarks were female to female, the supervisor thought they could not be considered offensive. The EEOC did not agree.

Out of Office, Not Out of Danger

Here’s another little thought of danger point: the harassment doesn’t have to occur in the office. It doesn’t even have to happen on company time.

While most managers are aware that inappropriate behavior at an offsite meeting or party can spawn a claim, what they don’t always realize is that harassment can occur after work “at the local pub happy hour”.

If a supervisor harasses or offends an employee to the extent that it’s uncomfortable for that employee to show up for work the next day or to continue to work with that supervisor, “that person can file a claim of harassment”.

In one client company, McNamara says, he was called in to do sexual harassment training “because one of the senior managers hosted a holiday party and drank a bottle of scotch and did a strip tease at the table”.

The manager argued that it was his party and he could do what he jolly well pleased.

Wrong!
He put his subordinates in an embarrassing situation that made it difficult for them to continue working with him. And that’s grounds enough for a claim of harassment.

How To Handle The Bully

Handle bullying the same way the company handles harassment, McNamara says.

That means a policy against it and a procedure for dealing with it. Make sure the policy states that inappropriate behavior is unacceptable regardless of the target’s race, age, gender, or disability and that whether sexual or nonsexual, behaviors such as bullying, taunting, teasing, touching, and invading a person’s space are unacceptable.

Get wind of inappropriate behavior and make it clear to the offenders that the firm won’t tolerate it and that if it occurs again there will be disciplinary action, up to and including termination.

“Take as hard a line on bullying as on any other form of harassment,” he says.

The court surely will!
Those Safety Items Again

Don’t forget that both federal and state laws require companies to be proactive against harassment in three ways, McNamara says.

First is to “have that policy” and distribute it to every employee as well as post it with all other required legal postings.

Second is to conduct ongoing harassment training for all managers and supervisors.

And third is to have a complaint procedure that is both clear “and user-friendly”, which means there should be several people to report to.

TIPS FROM THE BOSS…

Partial reprint of an article that ran in Law Office Administrator, a publication for legal office managers.
Improve performance with a written plan for each staffer

Don’t wait until the annual review to address performance issues. By the end of the year, an employee’s performance level is deeply entrenched and difficult to change. What’s more, any employee “feels blindsided” when performance that’s had long-standing acceptance suddenly gets attacked.

Performance has to be addressed constantly, says John McNamara, CEO of McNamara & Associates, Inc..

The best way to maintain satisfactory performance is with performance development plans. Set out what each employee needs to do to improve performance, and follow it up with regular and frequent review sessions with an overall review at the end of the year.

That keeps people constantly working toward improvement, he says. And more, the manager is always giving staff the message that “I’m here to help you improve your performance.”

Let Staff Make the Decisions

Let staff decide for themselves what they need to do to improve their performance, McNamara says. Ask each person this question:

• “What can you do to improve your performance in the upcoming year?” Then let staff decide how they will achieve those improvements. To help them develop their answers, ask these questions:

• What will you do to help yourself meet those expectations?  

• What do you see me or the firm doing to help you meet those expectations?

That approach generates two-way dialogue where staff criticizes themselves and set their own performance standards. The result is that they “have buy-in” to the plan and are therefore motivated to make the improvements.

To make the plan concrete, put the expectations in writing, McNamara says, and follow this form: 

• A statement of what the employee has agreed to do, perhaps “your goal is to accomplish a 30% improvement in collections.”

• A statement of what the employee will do to achieve that, for example, “I will allocate two hours per day, three days a week, for collection phone calls.”

• A statement of what the firm will do to help the employee achieve the expectations, such as “we will pay for XYZ course in collections training at ABC school.”

Both the employee and the administrator sign the statement.

It’s essential to phrase the to-do statements in first person, McNamara says. “Individuals tend to be more receptive when you write to them and not about them.”  

Realistic in Number and Time

The expectations have to be realistic. 

There has to be an achievable number. “Don’t set more than four or five a year,” McNamara says.

They also have to be measurable, for example, to increase typing speed by five words per minute or to improve the billing turn-around time by a specific percentage.

The firm has to provide whatever training or education the employee needs to accomplish the expectations.

And there has to be a realistic time frame for achieving each one.   

Some expectations might require no time. Taking on an additional clerical task, for example, can be achieved immediately.

But a long-range expectation such as shortening the billing time or increasing the collections results requires “skill or competency that needs to be developed over time.” In that event, the time frame “should never be less than two months or more than a year,” McNamara says. In most cases, two to three months is best. 

KEEP A DIARY FOR EACH STAFFER

Review each person’s progress regularly and often throughout the year.

Hold the review sessions at least monthly. In a small office they can even be held weekly. The meetings need to be regularly scheduled and formal.

To track the progress, keep a diary for each employee. 

In the diary, summarize the progress noted at each meeting and describe what the staffer needs to do before the next meeting. Then at the annual performance evaluation, summarize all the summaries. Cite what the employee has accomplished, tell how the employee has achieved the expectations, and outline the areas that still need improvement. 

Beyond generating constant performance improvement, McNamara says, the aforementioned process gives the company a rock-solid evaluation that’s hard to dispute.

PERFORMANCE ISN’T BEHAVIOR

McNamara points out that the development plan is a plan for performance. It has nothing to do with behavior.

Don’t discuss behavior problems at the performance review sessions, he says. Instead, deal with them as they come up, so that there are always two types of staff discussions – one for performance and another for behavior.

Dealing with behavior problems, his advice is to start with an informal – but documented – counseling session and from there go to verbal warning, written warning, and finally  termination. The purpose is always to show that the company was fair and that it has offered the individual “a chance to respond to the allegation.”

 For infractions such as stealing that require immediate termination, his caution is to make sure the company applies the same “zero-tolerance policy” across the board.

And keep in mind, McNamara adds, that with behavior, what employees do is often a reflection of what the manager does. A manager who’s late every day can’t expect the employee to be punctual.

From the entire staff of McNamara and Associates, Inc, we wish everyone Happy Holidays and have a great New Year………
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