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Preface

-I-;lroughout our country’s history, pastors and politicians have pro-
claimed they were living in precarious times. Each generation be-
lieved it lived in a critical period of American history. As we look
back with the clarity of hindsight, it becomes obvious that some gen-
erations witnessed history in the making, while others lived through
relatively benign times. Many events that seemed monumental have
faded into the annals of history as nothing more than slight blips on
the radar screen, while others changed our country forever.

The sinking of the Titanic was the greatest news story of its
time, but has little historical significance today. America’s failed at-
tempt to change over to the decimal system in the 1970s had little
lasting significance, even though 1 remember one pastor who pre-
dicted it was the end of the world. Then came the biggest much ado
about nothing the world has ever seen with Y2K. I laugh when I
think about how many people stockpiled food and water in prepara-
tion for social anarchy on January 1, 2000. Today I look at all the
people talking on cell phones and wonder what happened to the re-
ports that cell phones cause brain cancer. Either those reports were
wrong or the world will need many more oncologists in the future.

Other events that have occurred in our lifetime have left indeli-
ble marks on us all. No one will ever forget the terrorist attacks of
September 11, 2001. While many Americans don’t know the name
Richard Reid, we remove our shoes thanks to him as we go through
security screening at an airport. Many of the significant events of
our lifetime that have gone nearly unnoticed have resulted in major
societal changes. As kids, my generation got into trouble for using
certain words. Today, cartoon characters use words that would make
a crow blush. In 2003, the U.S. Department of Labor reported 631
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workplace homicides (National Census of Fatal Occupational In-
juries, 2003). Metal detectors have now become a necessity in
schools and government buildings. We have to protect ourselves
against identity theft and computer viruses. We have to monitor our
children’s use of the Internet to keep them safe from child molesters.

Society has changed quietly in the past few decades. Make no
mistake, however, the change has been drastic. It is not possible for
society to change the way it dresses, acts, talks, and lives without
changing the way it works. These changes have had a drastic impact
on the workplace and have necessitated a change in the way we
manage employees. Too many managers make the mistake of at-
tempting to manage the same way they did 20 years ago. It comes as
no surprise that their management style is no longer working. The
American work ethic has declined, people don’t respect authority
figures, they expect success to be handed to them on a silver platter,
they don'’t stay at jobs long enough to get good at them, and it’s hard
to find good people to hire. Times have changed, and so must your
management style.

Managers are fighting a battle today: We are fighting a battle to
save America’s work ethic, which is slowly slipping away. If we don’t
get control of this downward spiral, we face the clear and present
danger of losing our greatness. We have a problem and someone
needs to fix it. I'm not arrogant enough to think I can save my coun-
try single-handedly, but T do believe one voice can make a differ-
ence. I live in Nashville, Tennessee, near the home of Andrew
Jackson. I visit his estate, the Hermitage, whenever I need inspira-
tion. I stand by his grave and imagine what it would have been like
to hear him speak the three legendary statements that send shivers
down my spine every time I hear them:

One man with courage makes a majority.

The brave man inattentive to his duty is worth little more to his
country than the coward who deserts in the hour of danger.

Every good citizen makes his country’s honor his own and cher-
ishes it not only as precious but as sacred. He is willing to risk
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his life in its defense and is conscious that he gains protection
while he gives it.

All managers get discouraged and ask why they put themselves
through the abuse. If you're trying to answer this question, I have an
answer for you. Our country needs strong leaders, and this includes
strong managers. Help fight the war to keep our country strong and
prosperous—one tiny battle at a time. Don’t let us slip into medioc-
rity. Your grandchildren and their grandchildren need you to leave
this country a stronger place than you found it.

In the following pages, I show you how to manage today’s prob-
lem employee, run a tight ship people want to be a part of, be the
best manager you can be, and reduce your stress level at the same
time. If you want real solutions for the real problems in today’s
workplace, this is your book. This is not about empowering employ-
ees; this is about empowering managers. We'll reward good behavior
and punish bad behavior. In this tough-love approach to manage-
ment, we'll break some old rules and write some new ones. If you're
ready to do something about your problem employees, let’s get busy.
Remember, you can make a difference. Our future depends on it.
America needs you!

Acknowledgments

Talways swore that if T ever won an Oscar Award, I wouldn’t stand
on stage and bore the world while thanking everyone and their
brother. Now I understand why award winners do this. We all owe a
debt of gratitude we can never fully repay to people who have
helped us along the way. I am seizing this opportunity to thank
some of the people who have helped me. Some made modest con-
tributions while others had immeasurable impact on this book and
my life. Some have been there stretching out their hands every step
of the way. Others I've never even met, but their life’s work has im-
pacted mine so directly that I felt like they were guiding me through
my career. Still others helped get my career started, even though 1
haven’t seen them in decades. Thanks to all for helping me get to
where | am today.



vi PREFACE

Thanks to Bill Bryson of Kmart, who convinced me to give my
first blue-light special and overcome my fear of public speaking. I
don’t know why he had so much confidence in a gawky 16-year-old
who trembled when he held the microphone, but that one day kin-
dled my love affair with a microphone, which has lasted 25 years
and launched a career I never dreamed of having.

Thanks to Bill Mallory of Cintas, my first boss after college, who
took me under his wing and taught me grassroots management; to
Billy Graham for being the positive role model I and so many others
long for; to Bob Scarlatta, who brokered the purchase of my first
business and gave the best financial advice for a small business
owner, “Don’t spend a single penny you don’t have to spend during
your first year in business.” To Carrie Herr at the University of
Toledo for giving me my big break at the ripe old age of 27; to my
dedicated staff, who remain nameless at their own request—you are
the best employees a manager could ever hope to have; to Dave
Ramsey for his daily affirmation that there’s a great place to go when
people are broke, and it’s called “Work”; to Dennis McKenzie for his
patience in managing a young problem employee named Glenn
Shepard so many years ago; to Debbie O'Brien at SUNY for con-
vincing me to create the Excellence in Management Award; to Don
Smith, my scoutmaster, who pulled me aside 30 years ago and said,
“I think you have leadership potential.”

Thanks to Drs. Henry Cloud and John Townsend for their in-
credible work in Boundaries and all their accompanying books that
have been so instrumental in my own work; to Dr. Jerry Sutton for
his inspiration; to Dr. Ralph Hillman, my speech coach; to Dr.
Richard Corbin of Georgia Tech, who taught me to expand my
horizons and think outside the box; to Dr. Richard Quisling, voice
doctor of the country music stars, for keeping my vocal chords in
tune; to Hoke Reed, federal agent and friend of 25 years, for his
suggestions and help on federal law; to Gloria Green of the
William Morris Agency for her time, advice, and contributions; to
Greg Tipps for finding PractiCount; to Hannah Gregory for her
contributions and strong faith; to Tan Pierpont of Synovate for al-
lowing me to use his data on overindulgent parents; to Joe Cal-



Preface vii

loway for his advice and input; to John Eldridge for reminding men
it's okay to be men in Wild at Heart; to John Maxwell for all his les-
sons in leadership; to Jud Phillips for his contributions and friend-
ship; to Kaye LeFebvre of Scaled Composites for information on
the engineering team behind the miracle of SpaceShipOne; to my
Texas colleague Kent Hutchison for his support, friendship, and
help; to Linda DuBay, my high school teacher who taught me how
many doors a smile can open; to Matt Holt, my executive editor at
John Wiley & Sons, Inc., for allowing me to write the way I speak.
Matt had confidence in me, patience after my first misstep, and
made this book happen; to Tamara Hummel at Wiley for her assis-
tance with my literarily challenged punctuation deficiency; to
Myron Griffin, whose immortal words “Big dreamers never sleep”
are engraved on the back of my wristwatch; to Nicole Fullerton
and the HR department at Fiserv for sharing their dress code
boards; to Pat Miles at the University of South Alabama, for 10
years of support and standing up for me when I became a lighten-
ing rod of controversy; to Patti Sabin who was the first person to
tell me I had the talent to be a professional speaker. That one com-
ment changed my life, Patti!

Thanks to Paul Harvey, who gave me the best advice a young
speaker could ever get, “First have something worth speaking about.
The rest will fall in place.” T didn’t like it at the time, but he was
right. To Rader Walker of the Nashville Rescue Mission for his time
and information; to Rae Wagoner for her management wisdom,
quick quips, validation, and encouragement; to Raymond Myers,
for his legal prowess, professionalism, and reassurance; to Richard
Williams for giving me the book that changed my life, The Purpose-
Driven Life; to Rick Heiden at Wycliffe Bible Translators for saving
me from embarrassment; to Rick Warren for writing The Purpose-
Driven Life; to Robert P. Campbell, retired FBI agent and polygraph
examiner, for his help with employee theft and the truth about
lying; to Simone Blum for the book that confirmed my belief in cap-
italism and free enterprise, Atlas Shrugged; to Steve Underwood of
the Tennessee Titans for the payroll information; to Tom Howard,
my first business partner and venture capitalist, who gave the best



viii PREFACE

management advice for a small business owner, “You have to run
your own business”; to Tom Stanley and William Danko for reveal-
ing the truth about working hard and becoming successful in The
Millionaire Next Door; to Tracie Aicogbi for watching out for my
best interests; and to my friend and golf pro Wade Conway, for “A
Letter to Garcia.”

Finally, I must thank the thousands of managers who have at-
tended my seminars and shared their incredible stories. You bring
honor to the profession of management and it is an honor for me
to serve you.



CHAPTER 1

CHAPTER 2

CHAPTER 3

CHAPTER 4

CHAPTER 5

CHAPTER 6

CHAPTER 7

CHAPTER 8

CHAPTER 9

CHAPTER 10

CHAPTER 11

NOTES

INDEX

Contents

What Happened to the American Work Ethic?
Becoming the Manager You Need to Be
Creating a Healthy Work Environment

How Do I Avoid Hiring Problem Employees?
Taming the Compensation Monster

How to Avoid Legal Pitfalls

Why People Do the Things They Do

How to Get Employees to Come to
Work and Be on Time

The Art of Discipline
Fighting Abuse of Unemployment Benefits

How to Handle Daily Challenges Problem
Employees Create

25

39

49

73

81

93

109

119

127

137

191

193






CHAPTER

What Happened

to the American
Work Ethic?

-I:lis book is a hands-on tool for solving everyday problems with
employees. I'm not a professor living in an ivory tower droning on
and on about management theories that have little direct benefit for
the frontline supervisor. I have owned my own business since 1988,
and I practice what I preach. Before we can solve the problems we'll
solve together in this book, we need to look at how we got to where
we are. Understanding what happened and when it happened will
aid in seeing that there are solutions.

I meet thousands of managers in my seminars every year. Each
has a set of circumstances he or she thinks is unique. Out of the
thousands of questions I'm asked, the one I hear most often is,
“What ever happened to the American work ethic?” From Boston,
Massachusetts, to Baton Rouge, Louisiana, it frustrates managers to

1
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no end. Debbie in New York summed it up best when she asked,
“What happened while we weren’t looking?” Things changed and
the American work ethic took a nosedive. The problem slipped up
on us and most of us didn't see it coming until it was too late. The
gradual shifting of cultural, social, and economic climates in the
1990s left a legacy of a declining work ethic such as we've never
seen. Let’s look at what happened.

A Country of Couch Potatoes

It’s obvious that today’s generations are lazier than those of the past.
Perhaps this is because so many modern conveniences allow us to
be lazy. For example, America has become a drive-through nation.
Without ever leaving the comfort of your car, you can:

e Apply for a loan.

® Buy beer and cigarettes, groceries, or lottery tickets.

® Do your banking.

® Donate to charity.

® Drop off and pick up your dry cleaning.

® Eat.

* Get flu shots.

¢ Get married.

¢ Get photographs developed.

¢ Have your car washed.

® Have your oil changed.

e Have your prescriptions filled.

® Mail a letter.

e Pawn your extra stuff.

e Pay your respects to the recently departed at the drive-
through viewing window of a funeral home.

e Place a bet in a casino.
® View art at a drive-through art gallery.

e Watch a movie at a drive-in theatre.
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For those who find getting in the car and leaving the house too

much work, we have the Internet. Without leaving the comfort of

your home you can:

Apply for a job, a car loan, a credit card, or a home mortgage
Adopt a child (at least partially).

Balance your checking account.

Book an airline ticket, a cruise, or a hotel room.

Buy CDs or DVDs, a cellular telephone, groceries, guns,
movie tickets, or tickets to concerts or ballgames.

Buy or sell stocks or shares in mutual funds.
Buy other people’s extra stuff.

Chat online with friends, business associates, and family
members (who are in the next room).

Commit crimes.

Consult with a doctor, a financial advisor, a lawyer, a pastor,
or a psychiatrist.

Custom configure a computer, have it built and delivered
the same week.

Do all your Christmas shopping and have presents delivered
to your doorstep prewrapped.

Do research for business or homework.

Donate to charity.

Hire a groomer to come to your house and groom your dog.
Hire a dog sitter to feed and walk your dog.

Hire a trainer to train your dog.

Hire someone to clean your house.

Arrange for a massage or yoga lesson.

Hire someone to wash your car or change the oil.

Hire someone to mow your lawn or spray for weeds.

Hire someone to clean your chimney or air conditioning ducts.
Get a college degree.

Get divorced.

Get photographs developed or prescriptions filled.
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e Open a checking account or an IRA.
e Order clothes and exchange those that don't fit.

e Order flowers, pizza, wine, or groceries and have them
delivered.

e Pay for and print postage labels for a package the mail carrier
will pick up at your door.

® Pay your bills or taxes.

¢ Place a bet in a casino.

® Read a book or newspaper.

¢ Rent a DVD and have it delivered.

e Sell your old car or other stuff.

e Shop for and buy a new car or a house.
e Start a business.

® View art galleries.

® Watch movies.

e Take a virtual tour through a museum.

® Watch your kids in day care.

You can'’t buy lotto tickets online yet, but the Virginia Lottery allows
state residents to purchase them by mail. If getting up off the sofa
and walking to the computer requires too much effort, there’s wire-
less Internet access (WiFi). You can surf the Web on your laptop
computer using WiFi and never leave the sofa. I feel like such a di-
nosaur now explaining to kids how we didn’t have remote controls
for television sets in the old days. I knew not to go near the televi-
sion when Dad was watching because I'd have to stand there and
change channels. We thought the remote control was the greatest
invention since air conditioning. Then doctors became concerned
that remote controls made it too easy for people to watch television
and never leave the sofa. Little could they have predicted where the
Internet would take us. Now people can buy a new television set
without leaving the sofa.

A seminar attendee in Kansas City, Missouri, had a conversation
that revealed how lazy technology has allowed us to become. Her
12-year-old son didn’t want to make the trip to Sedona, Arizona, to
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visit his grandmother. He argued, “Why do we have to go visit> We
have free long distance and can talk to her any time we want.” He
had a good point. Just a few years ago, long distance service cost 35
cents a minute. Talking to Grandma out of state was a big deal. Now
we can talk free on nights and weekends to friends or loved ones
anywhere in the country. When the woman explained she wanted to
see Grandma instead of just talk to her, he suggested buying a web-
cam for his computer and one for Grandma. In the 1995 movie
Copycat, Sigourney Weaver portrayed a forensic psychologist who
became agoraphobic and never left her home. It seemed freakish
and bizarre at the time; now it almost seems normal.

Why would anyone ever need to leave home today? The answer
is to go to work. With all these modern conveniences, work is in-
convenient. It's no wonder that so many Americans find it an impo-
sition to drag out of bed and commute to work every day. If the
tough get going when the going gets tough, what happens when the
going gets too easy? As managers know, people can grow fat and
lazy. Living in the land of milk and honey doesn’t require much ef-
fort. It does, however, require self-discipline, or the milk and honey
will start to show around our waistlines. We don’t need to look far to
see this is exactly what's happening in the United States today—
both figuratively and literally.

Too Many Castles, Too Few Kings

In 1985, I was a senior studying industrial management at Georgia
Tech in Atlanta. An economics professor said, “I don’t know how
your generation will ever afford to buy a home with interest rates so
high.” I graduated and bought my first home in Nashville, Ten-
nessee, the next year. I paid $37,000 for a two-bedroom condo-
minium and financed it at 11 percent. The monthly payment was the
same as rent on my old apartment, and I couldn’t understand his
gripe. The mortgage rates fell below 5 percent 20 years later. I now
live in a four-bedroom house I bought later that same year. It's mod-
est, but meets my needs just fine. Yet, I sometimes find myself
doing the math to see how much more I could have purchased if
the interest rate was 5 percent back then. I'm grateful the interest
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rates were so high. Had they been as low as they are today, | might
have been tempted to take on more debt than I should have. The
Federal Housing Finance Board reported that the national average
one-family-house purchase price in November 2004 was over
$264,000.! Today’s 40-year-low interest rates have allowed people
to buy houses their parents would never have dreamed of buying.
Some of these homes are very luxurious; they're like castles with
granite countertops, marble floors, bidets, jacuzzi bathtubs, crown
molding, and vaulted ceilings. Add two $40,000 SUVs in a heated
and air-conditioned garage and today’s average Joe is living like yes-
terday’s Joe Millionaire.

So what's the problem with living in a castle? Kings and queens
live in castles. When the average Joe lives in a castle, it’s easy for him
to develop a false sense of accomplishment. Why would anyone want
to drag out of bed and leave a warm castle for a cold factory? Every
woman wants to be a queen, and every man wants to be a king. We
are neither when we go to work; we are servants for hire. Contrast
this to the guy who lives in a roach-infested apartment that is cold
and dank in the winter. There’s no air-conditioning and it's sweltering
in the summer. He looks forward to going to work because it’s nicer
than where he lives. As our standard of living has improved and hous-
ing has become so elaborate, work just doesn't fit into the picture.

Litigation Nation

Some blame Stella Liebeck for the litigation frenzy in this country.
Stella was the 79-year-old woman a New Mexico jury awarded $2.9
million after spilling hot McDonald’s coffee in her lap in 1992. She
became an icon for an out-of-control tort system, but she was not
the cause. The problem began 15 years earlier.

American lawyers couldn’t advertise for over 200 years. That
changed with a five to four U.S. Supreme Court decision in 1977.2
Justice Lewis Powell wrote in his dissenting opinion, “Some lawyers
may gain; others will suffer by the deceit of less scrupulous lawyers.
Some members of the public may benefit . . . but the risk is that
many others will be victimized.” Justice Powell predicted the future
with spine-tingling accuracy. It's too bad the other five justices didn'’t
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listen. T wonder if he ever looked back and said, “I told you this was
going to happen.” Lawyers spent over $311 million on television
commercials in 2002. This was a 75 percent increase from 1999. If
you look in any Yellow Pages you'll see a law firm that paid as much
as $60,000 to buy a full-page ad. Now the big trend is advertising on
the Internet. Type “class-action lawsuit” into your search engine and
you'll find thousands of law firms soliciting plaintiffs.

The problem is bad enough with ambulance chasers who might
lack morals but at least stay within the law. Then there’s the prob-
lem with those who break the law in order to practice law by paying
runners to solicit accident victims. At least they're only chasing
plaintiffs who were involved in legitimate accidents. Even worse are
the lawyers who create the accidents. One scam is called swoop and
squat, in which a driver with a car full of plaintiffs-to-be pulls in
front of the unknowing victim and, slams on the brakes, forcing a
rear-end collision. The lawyer then sues the insurance company for
whiplash on behalf of the victims.

So how does this affect you? America’s out-of-control tort system
raises two worrisome issues for employers. The first issue is how it
affects the work ethic. The basic premise of tort law is avoiding per-
sonal accountability by assigning blame to others. We've gone from
“McDonald’s coffee burned me” to “McDonald’s made me fat and I
was an innocent victim.” The second issue is that employers are the
newest targets for litigation. The victim mentality is now “T lost my
job through no fault of my own. I couldn’t help it that T couldn’t get
to work on time.” Listen for the following advertisement:

Have you been wrongfully terminated? Call my office today and let us
get you the money you're entitled to. Justice is your right, and we de-
mand it because you deserve it!

Your company has a bull’s-eye painted on it. The bigger your com-
pany, the more likely a lawyer will have you in his crosshairs.

Today’s Generation

Many members of today’s generation are undisciplined, have no de-
sire to grow up and accept responsibility, and have been spoiled by
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overindulgent parents. Each of these affects employees’ behavior
and consequently your actions as a supervisor.

Back When Kids Wanted to Be like Grown-Ups

When T was a kid, we couldn’t wait to grow up. Little boys had toy ra-
zors and used their dad’s shaving cream to pretend to shave. I was
reprimanded on numerous occasions for using my father’s or grandfa-
ther’s pen in my coloring books. Fancy pens were for grown-ups, and
that's what I wanted to be. The first time I heard my father being ex-
cited to go Christmas shopping was on my twenty-fourth Christmas.
Mom asked what they could give me and T suggested a Mont Blanc
pen. Dad was overwhelmed with pride. It was the pride a dentist feels
when his son graduates dental school and joins his father to practice
dentistry. It was the pride an attorney feels when his son graduates
law school and joins his father to practice law. I became a real man in
my dad’s eyes the day I asked for that pen. It indicated to Dad that I
had matured sufficiently to appreciate the finer things in life. Little
girls in my generation couldn’t wait to grow up either. They would get
into trouble for wearing their mother’s makeup, lipstick, and eventu-
ally shoes and clothes. When a little girl was big enough to get her
ears pierced like her mom’s, she had arrived.

We were all anxious to graduate high school and leave for col-
lege. Then we were anxious to graduate college and start our lives. I
took classes the summer between my junior and senior years in col-
lege so I could graduate the following spring. I was chomping at the
bit to move into the real world. When I received my first American
Express card my senior year, | felt validated. I returned the credit
card Dad had allowed me to carry in case of an emergency, and
proudly announced I no longer needed it. Members of my genera-
tion who didn’t attend college also valued independence. The top
priority for most was moving out and getting their own apartment.
For others, it was getting married and starting a family. No matter
which path we chose, we couldn’t wait to take on the world. We val-
ued independence and self-reliance.

Now Grown-Ups Want to Be Kids

Today, there is an ever-growing population of twenty-somethings
who readily admit they're in no hurry to leave home. They value
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leisure over independence, and are putting off growing up as long as
possible. They have been labeled “youthhood,” “adult-lescents,”
“thresholders,” and part of the “Peter Pan Syndrome.” The U.S.
Census Bureau reported over five million unmarried couples cohab-
itating in 2000.3 This used to be a thorn in parents’side. In an ironic
twist of fate, many parents of twenty-somethings today wish their
kids would move in with their boyfriends or girlfriends. They just
want them out of the house.

Those who leave for college aren't graduating. Lingering has
become such a problem that universities are almost to the point of
forcing students out. Four-year degrees often take six to eight
years. The University of Texas spent $22 million on a program to
entice students to graduate in four years. Western Illinois Univer-
sity guarantees freshman their tuition won't increase as long as
they finish in four years. UCLA students face expulsion for not
earning a quota of credits each semester. Instead of living in
crowded dorms, students today are living in luxury apartments.
They're running up credit card bills for beer and pizza. They're
spending Spring Break in Mexico and Christmas in Europe. In
2002, 19 percent of the people who filed for bankruptcy were col-
lege students. As social chairman of my fraternity for two consecu-
tive years, I readily admit that we hauled more than a few kegs. We
lived on beer, pizza, and chili dogs for four years. We also lived on
campus in military-style dorms, walked to class, and graduated in
four years. College was a stepping-stone to adulthood, not a per-
manent way of life.

Boomerang Kids

Adult-lescents are now moving back in with mom and dad after
graduating college. These “boomerang kids” argue that they're doing
it to save money. This sounds good, but it isn’t the case for most. A
report from research organization Demos revealed average credit
card debt for young adults ages 25 to 34 increased by 55 percent
from 1992 to 2001, and 104 percent for ages 18 to 24.* Young adults
don’t learn personal responsibility and self-discipline until they're
self-supportive. Having greater disposable income allows them to
feed impulsive spending habits and become even more irresponsi-
ble. While the statistics don’t indicate how many of these young



