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By the end of the presentation, participants will be 
able to:

1. Explain the management philosophy that has     
     been successful at Zingerman’s.

2. Reinforce their network of peers within the 
    organization.

objectives

Training Compact
Trainees agree to: 

Take responsibility for  
the effectiveness of their training  

at Zingerman’s.

Trainer agrees to: 
a) Document clear performance expectations.

b) Provide training resources. 
c) Recognize performance.

d) Reward performance.
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misSIon staTemEnt
We share the Zingerman's Experience
Selling food that makes you happy
Giving service that makes you smile
In passionate pursuit of our mission
Showing love and care in all our actions
To enrich as many lives as we possibly can.
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Fiscal Year 2017 - 2018

CurRenT StATE of
Managing Partner(s) Staff Annual Plan Sales Q1-Q4 Forecast Sales

1982
Grace Singleton
Rick Strutz
Rodger Bowser

204 $ 17.4 million $ 17.4 million

1992 Frank Carollo
Amy Emberling 142 $ 12.1 million $ 12.1 million

1994 Maggie Bayless 15 $ 2.3 million $ 2.3 million

1995
Mo Frechette
Toni Morell
Tom Root

93
(Q2 
440)

$ 16.0 million $ 16.0 million

2001 Aubrey Thomason 16 $ 1.7 million $ 1.7 million

2003 (Ari Weinzweig) 146 $ 9.2 million $ 9.2 million

2004 Steve Mangigian 26 $ 3.4 million $ 3.4 million

2009 Charlie Frank 7 $ 534,000 $ 534,000

2014 Kieron Hales
Tabitha Mason 13 $ 1.8 million $ 1.8 million

2015 Ji Hye Kim 26 $ 1.5 million $ 1.5 million

Ari Weinzweig & Paul 
Saginaw, Co-Founding 
Partners
Ron Maurer, Partner, CAO

45

ZCoB TOTALS 733 $ 65.9 million $ 65.9 million
* Staff Partners are employees from the ZCoB who are an active part of the Partner’s Group & included in the consensus decision making

Department for People, 
Donations, Finance, 
Intentional Technology, 
Marketing & Graphics, 
Payroll, Service Steward, 
Zingerman’s Press

Staff Partners* 
Larry Robillard, Arianna Tellez, & 
Betty Gratopp
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servant leadership

A successful                                    leader is a Servant Leader 
who effectively designs, manages and teaches the 
components of the Zingerman's Business Perspective 
Chart in order to attain agreed-upon performance results.

responsibilities of a servant leader

1. Provide vision

2.  Give great service to staff

3.  Manage in an ethical manner

4.  Learn and teach

5.  Help staff succeed by living the 
Training Compact

6.  Say "Thanks!"
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1.  Provide vision

  •  Inspiring
  •  Strategically sound
  •  Documented
  •  Communicated

LivING servanT lEADership

2. Give great service to your team and to each other
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3. Manage in an ethical manner

      •  Do what you say you're going to do
  •  All decisions are ethical decisions
  •  Push decision making down to afford 
           those around you experience
  •  Provide feedback, both positive &    
          constructive

4. Learn and teach

5. Help staff succeed by living the Training Compact

6. Say "Thanks!"
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   measures of servant leadership 
efFEctiveNESs in

An Effective Servant  
Leader does this:

So That 
We:

Get These Desired  
Results:

That are Measured  
by:

1.  Provides Vision So That We Inspire and give direction & a 
sense of being part of something 
special

•  Long term vision in  
writing

•  Annual Plan is written  
& shared with staff

2. Gives Great Service  
to Staff: 
• Follows the 3 Steps to Giving    
   Great Service 
• Follows the 5 Steps to  
   Handling a Complaint

So That We •  Can expect the staff to give 
service to our guests that is 
as good as the service we give 
them

•  Effectively model our approach
•  Set the right tone for a service-

oriented work place

•  Steps 1 & 2 are governing  
all your employee  
interactions

•  Step 3—going the extra 
mile—happens at least  
5 x/day for staff members

•  All complaints are handled 
using the 5 Steps

3.  Manages in an Ethical 
Manner 

So That We •  Walk our talk in regard to our 
Guiding Principles

•  Keep the Guiding Principles as 
a living, meaningful document

•  Set an environment where 
people really do what they say

•  Reputation for personal 
integrity

•  Department that is well 
regarded by others in the 
organization

4.  Is an Active Learner  
& Teacher

So That We •  Gather new information all the 
time

•  Teach staff our views and share 
information lavishly

•  2 hours/week of formal 
learning

•  1 hour/month of teaching 
listed in Workin'!

5.  Lives the Zingerman's  
Training Compact

So That We Provide staff with what they need 
to be successful

•  Passports in use for each 
staff person

•  Using the Passport, all staff 
can answer the 4 Training 
Plan Questions for  
themselves

6.  Says, "Thanks!" So That We •  Let people know that they  
really did make a difference

•  Lead with appreciation
•  Recognize that people respond 

to the positive

•  At least one thank you note 
per week

•  Two verbal "thanks you"s 
per week to people who 
don't report to you

•  Verbally thank everyone  
on every shift

resource
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Katie frank 
Trainer, Zingerman’s Training, Inc. 
 
It was Katie’s love for food that eventually led her to Zingerman’s. As a young girl growing 
up in Dayton, Ohio, she baked large K-shaped cookies and many cakes. Years later, she 
went to Vanderbilt for a B.A. in Human and Organizational Development. While at 
Vanderbilt, Katie was a three-year captain on the basketball team, which afforded her the 
opportunity to hone her leadership and teambuilding skills. Katie stayed on at Vanderbilt for 
a Masters in Human Resource Development. 

Following graduation, Katie put her leadership skills and love of baking together at Bread & 
Company, once Nashville’s premier bakery.  She started at Bread and Company as a retail 
staffer, eventually working her way up to Director of Retail Operations, and ending her four 
year tenure there bringing their fourth store on line. 

In 2005, Katie came back to her Midwestern roots and joined Zingerman’s Bakehouse as a 
manager. She led a team of 12 people to create “The Zingerman’s Experience” at 
Zingerman’s Bakeshop, a small (800 sq. ft.) retail space in the industrial park where 
Zingerman’s Bakehouse bakes all of its artisanal breads and pastries. Katie and her team 
grew the annual sales by 40% to $1.6 million during her six years there! 

In 2011, Katie jumped at the chance to join the ZingTrain team. As a ZingTrain Trainer and 
presenter, she shares her operational experience as a basis for her teaching on Customer 
Service, Servant Leadership, Visioning and Bottom Line Change.  Katie teaches ZingTrain’s  
2-day seminars: Leading with Zing!, Working with Zing!, and The Art of Giving Great 
Service.  In addition to her work with outside clients, Katie teaches a number of Zingerman’s 
staff classes and co-facilitates Zingerman’s internal Leadership Development Program.   

 
 

kfrank@zingermans.com 
3728 Plaza Drive, Ann Arbor, MI 48108 

734-930-1919 
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Joanie Hales 
Trainer, Zingerman’s Training, Inc.  
 

Born and raised in Southeast Michigan, Joanie Hales began working in the service industry 
shortly after graduating high school. She fell in love with restaurants and customer service and 
was soon attending college for Hospitality Management in Ann Arbor. 
 
While still in college, Joanie started working at Zingerman's Roadhouse, first as part of the 
opening crew in 2003, then spent the next two years as a server, host and bartender.  In 
2005 she became the Assistant Restaurant Manager, helping to manage 60+ front of house 
employees and finding a place for her passion for customer service to truly flourish. Joanie's 
service leadership is recognized throughout the Zingerman’s Community of Businesses and in 
2007 she was honored with the first annual Zingerman’s Hall of Fame Award for Customer 
Service. 
 
Still at the Roadhouse in 2010, Joanie took on the role of Catering and Marketing Manager 
where she remained until she joined ZingTrain in 2016.  
 
All the training she did as a manager at the Roadhouse led Joanie to realize that she had a 
passion for teaching. In 2008, while still at Zingerman’s Roadhouse, Joanie came on board as 
an occasional trainer for ZingTrain, focusing on Zingerman’s Customer Service and Leadership 
practices.  Representing Zingerman’s and sharing the company's philosophies and best 
practices with clients all over the country remain, to this day, one of the greatest rewards 
Joanie has ever received.  
 
In September 2016 Joanie took the leap to leave the Roadhouse and join ZingTrain full time 
as a Trainer. Her 13 years of experience putting Zingerman’s business philosophies into day-
to-day practice and her passion for the principles and culture of Zingerman’s shine through in 
her training.  
 

jhales@zingermans.com 
3728 Plaza Drive, Ann Arbor, MI 48108 

734-930-1919 
	  



EVALUATION

living servant leadership
 

Thank you for taking a few minutes to complete this form.  Your thoughtful and honest feedback will help 
us improve our service (and services)!

Based on this ZingTrain experience, how likely are you to recommend ZingTrain to a co-worker or colleague?

0           1           2          3           4           5           6           7           8           9           10
       Not a chance                                In a heartbeat
 
What did you like best?

        

What could ZingTrain do to improve your experience?

MASPA's 45th Annual Winter Conference
November 30, 2017

Name (optional)

May we please use your comments in our promotional materials?  (website, brochure, blimp ad, etc.)

Yes!

If you'd like to receive invites to our e-newsletter, please write your email address below:


