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The Firings Will Continue Until Morale Improves 
By Brian Geery and Sally Sweeney 
 
Hopefully we have all had a least one experience as a customer is which we would later just have 
to tell someone, “You wouldn’t believe how nice this person was where I bought this!”  In 
reflecting on the experience, could this person have been so nice if they were feeling 
unmotivated?  Of course not! 
 
So, what causes people to be motivated at work?  Let’s explore three major motivation factors: 

1. Caring management 
2. Recognition 
3. Career advancement 

 
Caring Management 
Christine Purnell, Vice President of PTC Banking Systems in Bradenton laughed when she heard 
someone joke about working at a particular company whose unspoken motto was, “The firings 
will continue until morale improves!”  All of us can imagine how it would feel working for a 
boss who possesses a managerial attitude of, “Do this or else…”  Christine knows, and perhaps 
that is why her team is always so motivated.  A recent survey of PTC’s customers indicated the 
experience with PTC’s employees is what keeps them so loyal.  PTC enjoys a customer retention 
rate of over 90%... in other words; their customers almost never do business anywhere else!  
Meet Christine and you know that if you worked on her team, you’d feel great.  You would be 
motivated because you knew your management team truly cared about you as a as a person.  
Christine puts employees first.  She cares.  Christine wants to know not, “How are you?” but, 
“How are you, really?” 
Judy Clark, a manager at AAA, takes 20 minutes every day just to walk to her desk.  That’s 
because Judy stops at every one of her team member’s desks to say hello and find out how they 
are doing.  Judy doesn’t just say, “Hi, how are you?”  Usually her greetings are more like, “How 
did little Jimmy do in his play last night?” or, “Is your aunt coming home from the hospital 
today?”  Is it any wonder Judy’s team continually wins awards for member satisfaction? 
Do Christine and Judy do anything you can’t do?  Show that you care by being truly interested in 
people as people and you will feel the impact on employee motivation! 
 
Recognition 
Sam Scarboro is a top performing salesperson at a Florida branch of a California based computer 
systems company.  He wasn’t always a top producer.  Last January his company was sold.  A 
few weeks later he received a fax of a production report which listed his name in the middle.  
There was a hand written note from the new President at the corporate headquarters in California 
which stated, “Sam, thanks for all the effort you put into selling our products.  I realize it hasn’t 
been easy with all the changes our company has been through.  Keep up the good work and I’ll 
bet your name moves even higher up this list!”  The next month Sam sold even more and his 
name was inching up the performance report.  When the new report was published, he actually 
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received a phone call from the President who said, “Sam, we haven’t met in person yet, but I can 
tell if you keep up the good work I’ll be seeing you at the president’s club tr ip.  Thanks for 
keeping up the sales at our southeast branch!”  Sure enough, Sam’s performance improved and 
now he is regularly ranked as a top producer.  How hard is it to recognize someone for a job well 
done?  Will a little recognition improve employee motivation?  You bet!  Just ask Sam, but 
you’ll have to wait until he returns from the Hawaii president’s club trip.  
 
Career Advancement 
Beth Hennessey took over as manager of customer service for a Sarasota based call center.  
Upon arrival she was greeted with what seemed like a spinning door for people quitting.  
Needless to say, her team was unmotivated.  She took team members for coffee, a walk or lunch 
and asked them individually how they felt about their jobs.  Beth rapidly learned that her team 
members felt they were in a ‘dead end’ job with no room for advancement.  The next quarter 
Beth introduced new position descriptions.  She took the Customer Service Representative 
position and redefined it into three positions; Customer Service Representative, Senior Customer 
Service Representative and Customer Service Supervisor.  Team members became eligible for 
promotion after a certain tenure and performance record.  Promotion meant a new title, some 
additional training and responsibilities, and a slightly higher pay scale.  Over the next three 
quarters the door stopped spinning as employee retention sky rocketed.  Motivation improved 
dramatically because team members now felt there was room for career advancement.  Although 
Beth’s payroll budget increased sl ightly, the expense was significantly offset by reduced 
recruitment and training costs. 
 
Improving employee motivation is not hard and does not cost much.  Take action now to show 
that you care, provide recognition and develop a career advancement program.  Soon your 
customers will be bragging about how nice your employees are and returning to buy more.  Not 
only will you observe rapid positive results and increase your bottom line… you’ll feel good, 
too! 
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