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22.

KEEP THINGS FUN. Remember that
the world has bigger problems than
the daily challenges that make up
our work. Stuff happens. Keep per-
spective. Don’t take things person-
ally or take yourself too seriously.
Laugh every day.

EMBRACE CHANGE. What got us
here is not the same as what will get
us to the next level. Get outside your
comfort zone, rather than stubborn-
ly hanging on to old ways of doing
things. Be open to new approaches,
including trying new perspectives or
points of view.

BE A BRAND AMBASSADOR. The
image we present reflects upon our
clients’ reputation just as much as it
does our own. Be passionate about
Mallory and Diamond M. Take pride
in the image you present. Remember
that we’re all responsible for and
benefit from the Mallory image and
reputation.
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. DO MORE WITH LESS. Be a careful

steward of our company’s resources.
Learn to ask yourself, “Would | spend
this if it were my own money? Do we
really need this? Is there a more cost-
efficient way to accomplish the job?”

SUPER SERVE TARGET AND FRAN-
CHISE ACCOUNTS. Partner accounts
provide higher average order sizes
better transaction and growth eco-
nomics, and retaining a good cus-
tomer is more profitable than finding
a new one. Know our key customers
and targets and try to find ways to
delight them.

PRICE INTELLIGENTLY TO MARKET,
NOT MARGIN. Know the competitive
market price for products and the value
and service costs for an account, and
price with a total value model in mind.
Co-create value with the customer to
reduce transaction costs by reducing
small orders and expanding the width
of our relationship, which can lower our
cost to serve and their pricing.
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27.

28.

GIVE TO GET. Deliver value up front,
then ask for opportunity to grow the
relationship. Invest in your job, your
skills, your customer by over deliv-
ering, and then use this to expand
the win/win. Customers don’t switch
sources easily, it takes work, effort,
and feels risky, so we have to earn
opportunities.

UNDERSTAND THE NUMBERS AND
WIFM. Distribution is a very compet-
itive, thin margin business with few
silver bullets. In order to pay above
average wages, we need to perform
above average as a business. All
employees need to understand the
cash leaks and cash traps, retention
and service economics, and profit-
able pricing and inventory manage-
ment strategies.

SHARE INFORMATION. We can’t
expect you to fix or improve per-
formance numbers you don’t know
about, so we have to share meaning-
ful information and train you on how

29.

30.

to apply the info. At the same time,
share info with each other so that we
don’t get caught chasing our tails. It
always comes down to communica-
tion.

ASPIRE TO BE TURBO STEADY, COM-
PETENT WITH URGENCY. With ded-
ication to attaining knowledge and
skills, superstars can become turbo
steady and produce twice as much
work output as a newbie, sometimes
reaching a state of “Flow.” We need
our whole team operating that way,
a path to finding fulfillment in work.

EXERCISE INVENTORY IQ. We are a
heavy stocking distributor, and trade
higher service levels for inventory
cost. But there is a limit, and we need
to avoid unnecessary shipping, trans-
fers, and stockpiles, and should cen-
tralize C and D items, and avoid let-
ting an item stocked for one customer
go stale. Inventory management is
everyone’s job.
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32.

33.

SPEAK STRAIGHT. Speak honestly in
a way that moves the action forward.
Make clear and direct requests. Say
what you mean, and be willing to ask
questions, share ideas, or raise issues
that may cause conflict when it’s nec-
essary for team success. Address issues
directly with those who are involved or
affected.

BE WILLING TO SWEEP THE FLOORS.
The road to success isn’t always fun
and isn’t always easy. Success comes
mostly from doing ordinary things with
extraordinary consistency.

ACT WITH INTEGRITY. Demonstrate an
unwavering commitment to doing the
right thing in every action you take and
in every decision that you make. Own
up to your own mistakes and apolo-
gize. If you make a mistake, clean it up.

The Mallory Way

Mallory offers a unique mix of Safety
products, training, staffing, rental
and repair, and Supply solutions with
industrial, and public safety product
expertise, VMI, and vending, and
integrated supply-chain management.

Ultimately, Mallory’s biggest
differentiator is how our committed
team works together to deliver
outstanding performance. We've
identified 33 core behaviors that are
the special blend that we call The
Mallory Way.
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PASSIONATELY CREATE SAFER AND
MORE PRODUCTIVE WORKPLAC-
ES. Know how products work, what
is available, help prioritize risks and
address hazards to lessen injury and
increase supply chain and job through-
put. We play a positive role getting
people home safely and helping com-
panies compete and win in their space.

DELIVER BASIC SERVICE BRILLIANCE.
Zero Errors. 100% on-time delivery.
98% fill rates. Heroic and Break-
through service. Do the little things,
as well as the big things, that blow
people away.

BE RELENTLESS ABOUT IMPROVE-
MENT. Regularly reevaluate every
aspect of your job. “Because we’ve
always done it that way” is not a valid
reason. Keep getting better.

COMPLETE A DAY’S WORK IN A DAY.
Keep the whole system humming by
completing all daily functions each
day - receiving, transfers, shipping,

expediting, purchasing, quoting, order
entry, price updates and more. Cross-
train, hustle, recruit help when surges
hit.

BE A FANATIC ABOUT RESPONSE
TIME. People expect us to respond to
their questions and concerns quickly,
whether it’s in person, on the phone,
or by e-mail. This includes simply ac-
knowledging that we got the question
and “we’re on it,” as well as keeping
those involved continuously updated
on the status of outstanding issues.
Rapid response is one of the easiest
and best ways to stand out from the
crowd.

CREATE A TONE OF FRIENDLINESS
AND WARMTH. Every conversation,
phone call, e-mail, letter, and even
voicemail, sets a tone and creates a
feeling. Pay attention to every interac-
tion and be sure you’re setting a tone of
friendliness, warmth, and helpfulness.
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HONOR COMMITMENTS. There’s no
better way to earn people’s trust than
to be true to your word. Do what you
say you’re going to do, when you say
you’re going to do it. This includes
being on time for all phone calls, ap-
pointments, meetings, and promises.
Allow extra time for surprises and
delays, and don’t let these become
excuses.

PRACTICE BLAMELESS PROBLEM-
SOLVING. Apply your creativity, spirit,
and enthusiasm to developing solu-
tions, rather than problems. Identify
lessons learned and use those les-
sons to improve our processes so we
don’t make the same mistake again.
Get smarter with every mistake. Learn
from every experience.

FIND A WAY. Take personal responsibil-
ity for making things happen - some-
how, someway. Respond to every sit-
uation by looking for how we can do it,
rather than explaining why it can’t be
done. Be resourceful and show initiative.

10.

11.

12.

GO THE EXTRA MILE. Be willing to do
whatever it takes to accomplish the
job... plus a little bit more. Take the
next step to solve the problem. Even
if it takes doing something that’s not
in your job description, it’s the extra
mile that separates the average per-
son from the superstar. Be a super-
star.

CELEBRATE SUCCESS. Catching peo-
ple doing things right is more effec-
tive than catching them doing things
wrong. Regularly extend meaningful
acknowledgment and appreciation
- in all directions throughout our
company.

FOLLOW-UP EVERYTHING. Record
a follow-up date for every action
and take responsibility to see that it
gets completed. It’s too hard to just
remember every commitment. This
requires a system and persistence,
but leads to trust and loyalty.

13.
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15.

DELIVER RESULTS. We appreciate
effort. We reward and celebrate results.
Set high goals, use measurements to
track your progress, and hold yourself
accountable for achieving those results.

BE PROCESS-ORIENTED. World-class
organizations are built on a repeat-
able processes. Look to create pro-
cesses for every aspect of your work,
and then turn those processes into
habits to achieve consistent results.

ALWAYS ASK WHY. Don’t accept any-
thing at “face value” if it doesn’t make
sense to you. Be curious and question
what you don’t understand. Healthy,
vigorous debate creates better solu-
tions. There’s no better question
than, “Why?” Never stop asking it.

. GET THE FACTS. Don’t make assump-

tions. There’s always more. Gather the
facts before jumping to conclusions or
making judgments. Be curious about
what other information might give you
a more complete picture.
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17.

18.

19.

PAY ATTENTION TO THE DETAILS.
From unit of measure to the required
date, ship-to address, color, or size.. ..
details matter. Be obsessive about ac-
curacy and precision. Double-check
your work. Get the details right.

ASSUME POSITIVE INTENT. Work
from the assumption that people are
good, fair, and honest, and that the
intent behind their actions is posi-
tive. Set aside your own judgments
and preconceived notions. Give peo-
ple the benefit of the doubt.

GET CLEAR ON EXPECTATIONS.
Create clarity and avoid misunder-
standings by discussing expecta-
tions upfront. Establish mutually un-
derstood objectives and deadlines
for all projects, issues, and commit-
ments. Where appropriate, confirm
your communication by asking
others to repeat back their under-
standing to ensure total clarity and
agreement.




