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How does Reciprocity Improve Performance?

The book, Trust & Reciprocity:
Interdisciplinary Lessons from
Experimental Research (Elinor
Ostrom, and James Walker,
March 2003) provides insight.
In this study, the following
SCENARIO was created.

Individual A is given $10. She
can keep the entire amount or
give part of it to Individual B.
A knows that in the future the
amount given to B will be tri-
pled in value. B knows that he
has the option to send back to
A part of the tripled amount.
The game is to be played once,
and all decisions will remain
anonymous. What do you think
happens?

You might expect that A will
send no money to B. In fact
motivational theory would indi-
cate just that since there would
be no incentive for B to return
any money. On the other hand,
there would be obvious benefits
for both A and B if the money
were sent both ways.

THE RESULTS

e 30 of 32 A’s sent money
($5.36 average) to coun-
terpart.

e Of the 30 B’s receiving

money, eighteen returned
more than $1($4.66 aver-

age).
e Those spending at least
$5 received more than

IMPORTANT POINT

The most trusting A’s re-
ceived greater returns than
those who trusted less.

RI believes that TRUST is
essential to high performance
and a culture that demonstrates
high levels of Reciprocity has
the greatest potential for High
Performance.
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sent. Those spending less
than $5 received less.

Special points of
interest:

e Reciprocity is essen-
tial to build trust

e Trust is essential to

Feelings of Being Treated Unfairly Destroys Trust

In the University of Chicago
Chronicle (January 8,2009,Vol
28, No. 7) an experiment on
Reciprocity showed that when
40 students were divided into
two groups of 20, the act of
taking had a much larger im-
pact on response than the act of

sharing. Player A received
$100 from which Player B was
allowed to take as much as she
wanted. In all cases, B took
$50. But in reverse, when the
opportunity arose, Player A
took back much more, an aver-
age of $58. Obviously Player A

felt that the amount B took in
the first exchange was too
much.

Attitudes of unfairness foster
poor performance. Improved
collaboration and WEciprocity
can improve productivity.

e Understanding  and

e Interdependence  is

build Collaboration
and Commitment T

supporting  comes
before seeking re-
wards

the foundation for
High Performance




Self-Awareness

Where do you fall on the enclosed model?

e Does your independent action alienate
and compete with others around you?

e Do you cooperate in a way that avoids
conflict?

e  When you do something for others do
you expect at least equal return?

e Do you appear to cooperate so that you
can get what you want?

e Do you acquiesce rather than commit
to change?

Do you ‘jump in’ to work with others
without thoughts of receiving some-
thing in return?

Do you lead without thought of per-
sonal goals?

Do you feel dependent, independent or ~ LOW
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interdependent when you work with L L
and/or for others?
Do you feel cheated when someone
does not recognize your contribution?
1

Is it easy to collaborate with others?

Lessons Learned in Break-out Teams

Leadership training conducted in Singapore, Hong

OBSERVATION 2: Asian Teams

Kong, Bangkok, Berlin, and Oslo revealed certain

differences in learning and team interaction. Training
was conducted in English with most experiential
learning occurring in team rooms. Certain observa- °

tions were noted.

e  Asians accepted and trusted team members sup-
port and feedback without reservation.

Feedback was accepted in the breakout rooms wup and
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“Courage is what
it takes to stand
speak;

because it was a designated task for team im- Courage is also

what it takes to

OBSERVATION 1: Instruction in English

Participants’ understanding of concepts varied
greatly. Great care in structuring the training was
essential.

Frustration was most notable with European
Teams which contained various nationalities.

provement. Listening was acute.

Asians avoided direct conflict but were assertive
and respectful.

Conversation concentrated on strengths and often
avoided discussing liabilities.

Participant support replaced strong individualism.

sit down and
listen.”

Winston Churchill

Aligning Learning with Training

Most of us have who have been in the field
of training and development have heard the
complaint that the training is too long. It
takes up too much precious time and could
have been conducted in much less time.

In many cases this is an authentic and rea-
sonable complaint. Learning theory verifies
that participants learn best under the fol-
lowing conditions:
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Understand the objective and rele-
vance of the assignment.

Create a preliminary gestalt with the
fewest learning parts.

Attach the detail to key points, moving
from general to specific.

Create manageable parts. The denser
the material, the smaller the part.

Expect Behavioral change only to
occur over time.

Realize Retention is problematic, un-
connected and/or irrelevant data only
is retained for a very brief time.

Reinforce with practice, feedback and
application. These actions will im-
prove memory.

WECciprocity



Competencies Required for Balanced Reciprocity

The following competencies create the
foundation for High Performance. This
culture is characterized by candid feedback,
and reciprocity focused on giving and shar-
ing. These competencies can be behavior-
ized so that specific skills and processes are
taught and incorporated.

e Engagement
e Reciprocity

e Cooperation
e Collaboration

o  (Creation

These competencies lead to the following:
e Improved Interactions

e Improved Motivation

e Improved Productivity

e Improved Innovation

e Improved Execution

e Trust

e Interdependence

THE FIFTH DIMENSION

Many of the RI consultants have been
trained in behavioral approaches to em-
ployee training and development. Such
approaches generally have a model that
allows participants to self-assess their be-
havior and its impact on human interactions
and such factors as motivation, communi-
cation, and performance. While such ap-
proaches can be very valuable, they often
fall short in creating new habits and lasting
change in behavior.

They generally ignore or underestimate
vested interests, emotions, attitudes, and
many elements that make us human. There-
fore, instead of reaching the ideal behaviors
that improves performance, they all too
often start with a fire and end with a little
smoke—used for manipulation rather than
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WEciprocity Competency Model

fostering true commitment. There is, how-
ever, a 5th Dimension that seeks to create a
state of WEciprocity where people are
taught to reward, give, share and trust in
mutual benefits.

The Reason for the biblical saying “an eye for an eye” is so that a
person treated unfairly would not demand 2 eyes in return.

NEGLECTED SALES LEADERS

The world of Performance Improvement
works hard to assess the skill gaps for man-
agers/leaders, sales reps and other individ-
ual contributors, but often neglect the Sales
Managers who have a tremendously diffi-
cult and stressful job.

Certainly, the sales manager can be trained
in skills of a manager and some skills in
leadership, but the manager’s world is often
far different than most. A manager needs to
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learn how to coach and manage perform-
ance, but frequently his/her focus becomes
fragmented on many other things. Manag-
ers direct the front line with the customers,
and need intimate understanding of all fac-
ets of the operation, i.e. internal resources,
all CRM activities, capabilities of those
who sell and those who deliver, product
knowledge and its value for the customer,
the competition’s strengths and liabilities,
and numerous other details.

At RI we continually ask how we can help
these special people meet their objectives.

..
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Reciprocity International is a consulting and development firm
that supports all size businesses in most industries. RI consult-
ants bring from 15 to 30 years of best practices. Our value is
on the best-in-class approaches, techniques, tools, and skills of
the people we provide . Most importantly, overlaying every
aspect of our business are approaches that improve synergy .

Reciprocity International, LLC RI emphasizes Balanced Reciprocity, the ability to develop cer-
655 HENRY AVENUE tain competencies such as collaboration. These competencies
ST. LOUIS, MO 63001 lead to improved synergy on every level. RI wants you to end

each project realizing that we have contributed far more than

Phone: 1-314-266-4331 we have received.

Email: jl@reciprocityinternational.com

Where on the WEB? _ _‘

www.reciprocityinternational.com

® Trusting in Mutual Results

High Performance Checklist

The following are questions that might 8. Do you have a culture of Reciprocity?

need to be on your to-do list. 9. Do you have a culture of Feedback?

10. Are your human resource systems in
1. Is your direction clear—do all the place and are they integrated?
stakeholders know and understand the 11

o e . Are your people committed or compli-
relative importance of your priorities?

ant?
2. Are your key teams working together |,

) ) ) . Do your managers lead or direct?
creatively in pursuit of excellence?

) 0 13. Do your salespeople build strong rela-
Are you managing your talent? tionships or chase the customer away?
4. Is a succession plan in place and con- 14

nuall . 49 . Is your turnover costing more than you
tinually reviewed?

can afford?
5. Do you identify and select the best s

. Are the employees ,customers and the
people?

leadership engaged?
6. Have you done a skill gap analysis on
your managers or sales professionals?

7. Do you have the development proce-

dures to climinate liabilities and im-
prove assets?



