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CORPORATE CULTURE 

“IS YOURS BY DESIGN OR DEFAULT?” 
 

 

 

JACK DALY 

 

Professional Sales Coach, Inc. 

jack@professionalsalescoach.net 

www.jackdaly.net 

888-298-6868 
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Speaker/Trainer/Coach/Author 

 
Jack Daly is an expert in sales and sales management inspiring audiences to take action in customer loyalty and personal 
motivation. He delivers explosive keynote and general session presentations. 
 
Jack brings 20 plus years of field proven experience from a starting base with the CPA firm Arthur Andersen to the CEO level 
of several national companies. Jack has participated at the senior executive level on six de novo businesses, two of which he 
has subsequently sold to the Wall Street firms of Solomon Brothers and First Boston. As the head of sales, Jack has led sales 
forces numbering in the thousands, operating out of hundreds of offices nationwide. 
 
Amongst a career of highlights, here are a couple of noteworthy examples: 

 In 1985, Jack relocated to California from the east coast and started a mortgage company with 3 colleagues. As CEO, 
Jack lead the company through robust growth in its initial 18 months to 750 employees, 22 offices nationwide, 
producing $350 million per month in mortgages, and it’s first 3 years the company reported profits of $42 million. 

 In 1998, working as a senior partner in a 5 year-old privately held Enterprise, Jack helped the company to be 
recognized as Entrepreneur of the Year by Ernst & Young and ranked #10 on the Inc. 500 list of the fastest growing 
firms nationwide. 

 
 
   Personal Highlights include: 

 Jack has been married 40 years to his high school sweetheart. 

 In 2007, Jack completed his first Ironman in the United Kingdom. 

 Jack has now completed four Ironmans on three continents. 

 Jack has played golf at over 79 of the Top 100 golf courses in the USA. 

 To date Jack has completed marathons in 26 states plus D.C. 

 Jack has bungee jumped the world’s first and world’s largest bungee jumps. 
 

 Born and raised in Philadelphia, Jack currently resides in San Clemente, California.  
                                                           
 

WHYjackDALY? 
JACK SPEAKS FROM EXPERIENCE 

  1. History of proven growth of clients                              5. TEC Australia Speaker of the Year. 

                                 businesses from individual success                               6. Spoken to audiences in several countries  

          stories to international size firms.                                     on 5 continents. 

  2. Proven CEO/Entrepreneur, having                               7. BS Accounting, MBA, Captain in U.S.  

          built 6 companies into national firms.                              Army, accomplished author of books,  

  3. Co-owner/senior exec, of INC #10 and                            audio and DVD programs. 

          Entrepreneur of the Year award winner.                      8. Led sales forces numbering in the  

  4. Vistage UK Overseas Speaker of the Year.                      thousands. 

                                                                                                 9. Competed in the Ironman World  

                                                                                                          Championship. Is an Ironman on 3 continents.  
 

        
 
RESULTS ∙ that’s what all of the above is about. Jack Daly delivers results.              
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CORPORATE CULTURE 
Ɂ(2ɯ8.412ɯ!8ɯ#$2(&-ɯ.1ɯ#$% 4+3ȳɂ 

 

1)  Entrepreneur Insight 

2)  Training: Itôs an inside job. 

3)  Recognition systems: Donôt leave thanks to chance. 

4)  Knowledgeable Companies Communicate. 

5)  Hiring: Culture First, Experience Second. 

6) Minimum Standards of Performance. 

7) Starting them right! 

8) Prioritize the customer. 

9) Doing homework has never been so rewarding! 

10) Continuous self-destruction: Do to you ï Before they do. 

. 

 

 

× Bonus: The Concept of Bundling. 
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Entrepreneur Insight 

 

1.________________________________________ 

 

 

 

 

2.________________________________________ 

 

 

 

 

 

3._________________________________________ 
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 The Culture DNA 

______________________________________________________________ 

Four Outcomes Await: 

             1. 

 

             2. 

 

             3. 

 

             4. 

 

 

And How? 

Á Communication 

Á Team Building 

Á Reward 

Á Competition/contests 

Á Fun 

Á Recognition 

Á  Empowerment  

Á    

 

ñIF YOU PUT FENCES AROUND PEOPLE, YOU GET SHEEP.ò 

William McKnight,  Former CEO 3M 
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EMPOWERMENT 

 

 

1. It is right for the customer? 
 
 
 

2. Is it right for our company? 
 
 
 

3. Is it ethical? 
 
 
 

4. Is it something for which you are willing to be 
accountable? 

 
 
 

5. Is it consistent with our companyôs basic beliefs? 
 
 
 

 
IF THE ANSWER IS ñYESò TO ALL FIVE 

QUESTIONS ï DONôT ASK ï JUST DO IT! 
 

 

 
Empowerment, at its best, is always an inside job. 
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Change?  Try  Revolution! 

 
 
 
 

               

"IF THE CHANGE INSIDE 
 

YOUR ORGANIZATION 
 

IS SLOWER THAN THE CHANGE 
 

OUTSIDE YOUR COMPANY 
 

THE END IS IN SIGHT." 
 
 

JACK WELCH 
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THE TIMES 
THEY ARE A CHANGINô 

 
Beloit Collegeôs Mindset List 

 
Class of 2010 

1. The Soviet Union has never existed and therefore is about as scary as 
the student union. 

2. For most of their lives, major U.S. airlines have been bankrupt. 
3. There has only been one Germany. 
4. They have never heard anyone actually ñring it upò on the cash 

register. 
5. Smoking has never been permitted on U.S. airlines. 
6. ñGoogleò has always been a verb. 
7. Text messaging is their email. 
8. Bar codes have always been on everything, from library cards and 

snail mail to retail items. 
 

Class of 2009  
9.   They donôt remember when ñcut and pasteò involved scissors. 
10.  Wayne Gretzky never played for Edmonton. 
11.  Voice mail has always been available. 
12.  For daily caffeine emergencies, Starbucks has always been  
       around the corner. 
13.  Bill Gates has always been worth at least a billion dollars. 
14. Tom Landry never coached the Cowboys. 
 

Class of 2008  
     15. Photographs have always been processed in an hour or less. 
     16. There has always been a Comedy Channel. 
     17. Network television has always struggled to keep up with cable. 
     18. Oliver North has always been a talk show host and news             
            commentator. 
 
 



JACK DALY 

888-298-6868 

WWW.JACKDALY.NET 

9 

 
Class of 2007 
    19.  An automatic is a weapon, not a transmission. 
    20.  They never heard Howard Cosell call a game on ABC. 
    21.  They have never been able to find the ñreturnò key. 
    22.  Computers have always fit in their backpacks. 
    23.  Stores have always had scanners at the checkout. 
    24.  They have always had a pin number. 
 
Class of 2006  
    25.  A Southerner has always been President of the United States. 
    26.  Richard Burton, Ricky Nelson and Truman Capote have always  
           been dead. 
    27.  Afghanistan has always been a front page story. 
    28.  Fox has always been a television network choice. 
    29.  Women have always had tattoos. 
    30.  Electric filing of federal income taxes has always been an  
           option. 
 
Class of 2005 
    31.  They were born the same year as the PC and the MAC. 
    32.  They have probably never used carbon paper and do not 
            know  what cc and bcc mean. 
    33.  They have always had access to email. 
    34.  Ron Howard and Rob Reiner have always been balding older 
            film directors. 
    35.  Thongs no longer just come in pairs and slide between the toes. 
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TRAINING: 

ITôS AN INSIDE JOB! 

(Growing People = Growing Sales) 

________________________________________________ 

 

          If youôre not________________________, youôre 

              not______________________________. 

 

 

1. Training performance analysis. 

2. Hands on coaching. 

3. Role practice. 

4. Proactive coaching guidelines. 
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TRAINING PERFORMANCE ANALYSIS 

 

 

Salesperson: ___________________________  Location: _________________________ 

Start Date: _____________  Prepared By: ____________________  Date: ____________ 
            (Sales Manager) 

     
    Does Not Meet  Meets or Exceeds 

    Requirements  Requirements 

 
     Problem           Fair Good             Excôll           Remarks 

Industry Knowledge 

Company Knowledge 

Product Knowledge 

Relating to Customers 

Developing Clients HVNôs 

Asking Questions 

Listening 

Solving 

Managing Objections 

Follow-up 

Quality of Sales Calls 

New Account Development 

Time Management 

Order Management 

Attitude 

Dependability 

Enthusiasm 

Professional Presence 

Team Support 

Accuracy 

Call Reports 

Self Discipline 

Integrity 

Overall Progress 

Sales Managerôs Comments 
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COACHING 
 

 

To be an effective coach you have to be in the field with your sales associates on a frequently scheduled 

basis. 

 

 

Three Types of Field Calls 
 

1. Joint 

(Both are experts) 

 

 

2. Training 

(Coach controls--salesperson invisible) 

 

 

3. Coaching 

(Salesperson controls--coach invisible) 
 

 

 

Pre-call Questions 
  

1. What is the purpose of this call? 

  

2. What is the value of this account to us? 

 

3. Who is the decision-maker? 

 

4. What is his/her highest value need? 

 

5. What is our customer market share? 

 

6. Who is our principal competitor?  Why? 

 

 

7. Are we positioned to take over this account?  How? 
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COACHING NOTES 
 

 

 

Date _____________________ 

Salesperson _____________________________________________________________ 

Sales Manager ___________________________________________________________ 

Todayôs Coaching Objective(s): 

Observation Reminders    Primary Note 

1. Call purpose defined?   Call 1 

2. Followed through last call?   

3. Knew social style?   Call 2 

4. Knew HVN*?     

5. Conference room reserved?  Call 3 

6. Opening transition?    

7. Interviewed?    Call 4 

8. Listened?      

9. Developed HVNôs?   Call 5 

10. Suggested action?     

11. Offered proof?    Call 6 

12. Benefit statements?    

13. Asked for the business?   Primary suggestion for improvement: 

14. Met objectives     

15. Delivered ideas?     

16. Length of call?     

17. Expressed positive energy?   

18. Built trust?      

19. Created next action (positioned)?   

* Highest Value Need(s) 

 

ñIt is not the sales leaderôs job to increase sales, it is his or her responsibility to grow productive 

salespeopleò 
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ROLE PRACTICE 

 

 

I 

 

 

 

 

 

 

 

 

 

  II           III 

 

 
The purpose of this exercise is to  
learn to ask questions and listen  

comfortably and effectively.  There is a  
difference between gathering information  

and interrogation. 
 

 

 

 
 

   TAKEAWAYS: 
 
                1) 
 
 
                2) 
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COACHING:  ITôS NEVER OVER 

 

 

1. Goal Setting 

 Have specific goals been negotiated with each associate? 

 Do they require a stretch, yet are realistic? 

 Have they been updated to reflect the market/the enviorment? 

 

2. Ongoing Feedback 

 For jobs well done, has recognition and praise been timely? 

 Are suggestions for improvement communicated in a way so that the associate will be 

receptive? 

 Have I offered help? 

 

3. Two-way Communication 

 Have I developed an effective working relationship with each associate, and is it unique to 

each person? 

 Is communication truly open?  Can people disagree without anxiety? 

 

4. Day-To-Day Coaching 

 Is some portion of each day spent asking questions of the staff? 

 Is it planned?  Does this activity include note-taking? 

 Is follow-up action taken as indicated? 

 For each associate, can you point to one instance when day-to-day coaching paid off? 

 

5. Team Meetings 

 Do you conduct regularly-scheduled team meetings, dedicated solely to developing greater 

selling skills in your team? 

 Do you discuss case studies? 

 

6. Individual Development 

 Can you name two developmental experiences for each associate over the last six months? 
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 Do you have a specific training plan for each associate, negotiated and agreed upon between 

the two of you? 

 

7. Personal Growth 

 Do you know the aspirations and ambitions of each of your associates? 

 What motivates each one?  Are you delivering your part towards making those things happen? 

 

8. Empowerment  

 Have you practiced asking, ñWhat is your opinion?ò  as opposed to solving the problem? 

 Do associates have the ability to commit on the spot?  If mistakes occur, are your associates 

supported ï and the experiences viewed as learning opportunities? 

 

9. Recognizing Results 

 Does each associate know his or her standing? 

 Are the top performers recognized and rewarded? 

 

10. Assistance 

 Are you there for your associates ï proactively? 

 Are you regularly reviewing goals, plans, and performance? 

 Are you providing regular encouragement and suggestions? 
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Recognition Ideas 
 

 

 

 

1. Birthdays 

2. Company Anniversaries 

3. Handwritten Notes 

4. ñPSRò 

5. ñCaught In The Actò 

6. ñOut Of The Boxò Awards 

7. Associate Of Month- Quarter- Year 

8. ñRing The Bellò 

9. Digital Photo Cards 

10.Contests 

 
 
 
ñHow Many Of Your Associates 
Are Overly Recognized?ò 
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COMMUNICATION IDEAS 
 
 

 
1. Vision Sharing 
2. Offsite Planning ñAdvanceò 
3. Daily Huddle 
4. Monthly Announcements 
5. Quarterly Updates: Live & DVD 
6. Quarterly Themes 
7. Email Blasts 
8. Voice Mail Blasts 
9. Annual ñState of the Companyò 
10. Newsletters / Yearbooks 
11. Orientation 
12. òReò ïOrientation 
13. Progress Reviews 
14. Associate Surveys 
15. Lunch with the President 
16. Key Metrics / Financials Sharing 
17. Senior Leadership Field Visits 
 
 

Communication is a two way street 
 

Talking 
And 

Listening! 
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PEOPLE DONôT CARE 

 
HOW MUCH YOU KNOW 

 
UNTIL THEY KNOW 

 
HOW MUCH YOU CARE. 
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HIRE 

 

CULTURE FIRST, 

 

EXPERIENCE SECOND. 

 

 

 

RECRUIT FOR SKILLS, 

 

HIRE FOR ATTITUDE.
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The Bare Minimum: 
Measure Everything 

 

 

 

______________________________________________________

______________________________________________________

______________________________________________________

______________________________________________________

______________________________________________________

______________________________________________________

______________________________________________________

______________________________________________________

______________________________________________________

______________________________________________________

________________________________ 
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RECRUITING IS A 
 

PROCESS, 
 

NOT AN EVENT.
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STARTING THEM RIGHT! 
 
 

CONCEPTS: 
     
 

 Celebration!  
 

 Everyone really deserves to know what is expected of him/her.  
Explain performance standards (in addition to position descriptions).  

  

 The office image and work commitment created in the first day, first 
week, and first month is difficult to change.  

 

 Never start someone until you have the personal time to commit to 
him/her.  

 

 Everyone ï in the first thirty days wonders if they have made a 
mistake in joining your group.  

 

 Help each new hire to be successful early after they join you.  
 

 Implement the training contract.  
 

 Each hire must be immediately aligned to the ñmissionò to have 
stabilization of staff.  If alignment does not occur, then you will have 
problems. 
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Orientation-Induction Checklist 

 
 

1. Celebration! 

 

2. Make him/her feel welcome and secure.  Tour office, introduce to all, and give list of associates 

with nicknames.  Arrange lunch. 

 

3. Explain goals of company, office and unit; who the key team players are. 

 

4. Explain work ground rules. 

 

5. Explain employee benefit plans. 

 

6. Explain position mission and current objectives. 

 

7. Define the work assignment. 

 

8. Present education and training plans ï by whom ï when.  Negotiate the training contract. 

 

9. Present work standards, responsibilities and authorities, reporting systems and productivity 

expected. 

 

10. Make asking question easy ï where to go for help. 

 

11. Help to be successful first day.  How? 

 

12. Debrief at end of first day ï schedule appointment time. 

 

13. Organize balance of week.  Help to be successful ï how? 

 

14. Organize balance of month.  Help to be successful ï how? 

 

15. Set quarterly objectives and quarterly progress reviews. 

 

16. Hand deliver calling cards. 

 

 

 

 

 

 

 

 

 

Early established habits are difficult to change ï make them positive ones. 

    Everyone, at sometime in the first thirty days, wonders if they made a       

                                  mistake in joining your group. 
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PRIORITIZE THE CUSTOMER 
 
*WHO REALLY IS YOUR CUSTOMER? 

IF YOU ARE NOT __________ THE __________  DIRECTLY YOU SHOULD BE 
SERVING ______________ WHO IS! 
 

* WHY DO CUSTOMERS QUIT? 

 

__________% Move away 

 

__________% Develop other friendships 

 

__________% Competitive reasons 

 

__________% Product dissatisfaction 

 

__________% Attitude of ___________ toward the  

          customer by ______ employee of the firm. 

 

* A SINGLE COMPLAINT? 

 

 * A typical dissatisfied customer will tell 

  _______ to _______ people about their problem. 

 

* _______ in _______ will tell _______.  

 

* It takes _______ positive service incidents to make up for ______ 
negative incident. 

 

* _______ out of _______ complaining customers will do business with 
you again if you resolve the complaint in their favor. 

 

* If you resolve it ______ ______ ______, 95% will do business with 
you again. 

  

* The average business spends ______ times more to attract new 
customers than it does to keep old ones. 

 
 

 

 



JACK DALY 

888-298-6868 

WWW.JACKDALY.NET 

26 

IF YOU WANT TO DRIVE THEM AWAYé 

(and drive down sales and profits) 

 
Itôs simpleéhere is all you do:   

(this is easyðthatôs why so many companies do it) 

 
V Give a poor response to a question. 

V Have a bad attitude. 

V Give poor service. 

V Possess an inability to get their problem(s) solved. 

V Tell them excuses as to why you canôt help them. 

V Donôt careðand show it! 

V Make it impossible to talk to a LIVE human being on the phone (before, during, or 

after hours) 

V Be unable to help them once they do get through to you. 

V Act like you are doing them a favor to help them. 

V Tell them itôs not your responsibility-not your job. 

 
Be careful to listen for these out of your mouth: 

ü Itôs our policy. 
ü What seems to be the problem? 
ü I canôtééé. 
ü We donôté..we canôté 
ü Thereôs no wayé. 
ü I donôt handle that. 
ü Our computers are down. 
ü You should have doneé.. 
ü Sorry, weôre closed. 
ü Weôve done all we can. 
ü Youôll have toé.. 
ü I canôt help you without (invoice, account #, receipt, etc.) 
ü If you had justé. 
ü Iôm just doing my job. 

 

ñAs I grow older, I pay less attention to what people say. I just watch what they do.ò 

                                                                                          Andrew Carnegie 
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BUILDING CUSTOMER LOYALTY 
 

SIX OUT-OF-THE-BOX IDEAS 
 

 
1. Designate A ñCCOò:  Chief Customer Officer. 

 
2. Treat Older Customers Better: All Customers Should Not 

Be Treated Equally. 
 

3. Weed Your Customer Garden: Some Are Just  Not Worth 
It. Bid Them Well, Allowing More Time With ñRealò 
Customers. 

 
4. Help Your Customers Help Their Customers: Thatôs 

ñAdded-Valueò. 
 

5. 100/100 Partnerships (Help Me Help You): Go Beyond 
50/50. Create A Customer Advisory Board. 

 
6. Create A ñCustomer Calendarò: ID Key Events Designed To 

Interact Proactively With Customers. Give It To All 
Associates, So The Awareness Is There Going Forward. 
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DOING HOMEWORK HAS NEVER 
BEEN SO REWARDING! 

 
 
 
 
 
 
 
 
 
 

 
CONTINUOUS SELF DESTRUCTION: 
DO TO YOU, BEFORE THEY DO. 
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Recommended Readings 
 
 
 
1.   The World Is Flat                                                   Thomas L. Friedman 
 
2.  The E Myth Revisited                                               Michael Gerber 
 
3.   What (Really) Works                                                 William Joyce 
                                                                                          Nitin Nohria 
                                                                                          Bruce Roberson 
 
4.   Corporate Culture and Performance                         James L. Hesket 
                                                                                         John Kotter 
 
5.   Leadership is an ART                                              Max Dupree 
 
6.   Principle Centered Leadership                               Steven R. Covey 
 
7.   Mastering the Rockefeller Habits                          Verne Harnish 
 
8.   Communicating at Work                                          Tony Allessandra 
                                                                                         Phil Hunsaker 
9.   Managing By Storying Around                               David Armstrong 
 
10.   How To Make a Buck and Still Be                                                                                                                                  
        a Decent Human Being                                  Echo Montgomery Garret 
 
11. Built To Last, and Good to Great                            Jim Collins 
 
12. 1001 Ways to Reward Employees                             Bob Nelson 
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The Keys To A Proactive Sales Culture 
Summary 

 
1.   The Big Three 
 

- Vision 
- Key People, Key Spots 
- Culture 
 

         2.   Change is Constant, and Constantly Accelerating. 
 

-  Whatôs on your ñProactiveò Change Agenda? 
 

        3.   Training is a Process, Not an Event. 
 

-  Build It ñInsideò Your Company. 
 
         4.  Systems Ensure Consistent Recognition. 
 
             -  How Many On Your Team Are ñOverly Recognizedò 
 
         5.  Communication Is A Two-Way Street. 
 
             -  Talking and Listening. 
 
         6.   Recruiting Is Proactive. 
 
             -  Culture First, Experience Second. 
 
         7.   Start óEm Right. 
 
             -  Celebration. 
     
         8.  Prioritize The Customer. 
 

 

ñWITHOUT EFFECTIVE LEADERSHIP AN ORGANIZATION IS 
SIMPLY REACTING TO EVENTS.ò 
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TO GET 

 

PASSIONATE PERFORMANCE 

 

YOU 

 

MUST 

 

GIVE 

 

IT. 
 


