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COACHING. NOT JUST FOR SPORTS.

Pinnacle
S E R V I C E S

Being Your Own Biggest Fan is Bad for Business

Pinnacle Services, based in Minneapolis, Minnesota, is 
committed to creating and expanding opportunities for 
children and adults with disabilities. Every day, they 
empower people to achieve their full potential and to 
realize their dreams. So when it came time to �nd a 
business coach who could help them meet and exceed 
goals, they sought someone who re�ected their core 
values of honesty, integrity and high-quality service. 

“Our owner, Nic Thomley and I visited a Rockefeller 
Habits workshop conducted by Monte Wyatt. Up until 
then, we’d been growing intermittently, but knew we 
needed outside help to bolster our communication, 
leadership, accountability and implementation of a 
one-page strategic plan,” said Jill Cihlar, CEO. “We had a 
plan on paper, but we weren’t really tracking it as well 
as we needed to. We would take it out and dust it o� 
periodically. We needed someone to propel us forward.”

That someone was ActionCOACH Business Coach 
Monte Wyatt. 

Accountability in Action

“In 2013, we made it o�cial and began the one-on-one 
process with Monte. We wanted Monte to provide us 
more speci�c detailed organization, versus just 
concepts,” said Jill. “He helped us realize that we are not 
only often our own biggest enemies, but also our own 
biggest fans. We don’t always see what we’re contribut-
ing negatively into a situation.  Somebody removed 
from the circumstance who can provide clarity and the 
tools necessary to change. Monte excels at this 
constructive feedback: never harshly critical, but able to 
identify a place where we may be falling �at.”

One area where Pinnacle Services sought to improve 
was accountability. 

“It can be challenging to the sta� to be held account-
able. Nobody wants to feel like they failed. Monte has 
helped us be more accountable, and that means 
directly addressing why goals haven’t been met instead 
of forgiving ourselves too quickly and rationalizing it 
away,” said Jill. 



“By approaching this through collaboration and 
communication, people see it more as ‘what can we do 
di�erently next time?’ We identify things that couldn’t 
have been avoided, while working from a mindset of 
success despite everyday hassles. We know problems 
come up, so now we’re not totally derailed when they 
do,” said Jill.

Communication Key to Growth

Before they began working with Monte Wyatt, Pinnacle 
Services realized it could improve its communication 
process, but wasn’t sure how. Monte took the time to 
address each department manager’s communication 
style, using a DISC assessment (Dominance, In�uence, 
Steadiness, and Conscientiousness). This personal 
assessment process helps improve not only communi-
cation, but productivity and overall job satisfaction. 

“Prior to working with Monte, we didn’t learn many 
lessons when things would go o� track. We didn’t walk 
backwards to assess where the communication 
channels broke down. We overused assumptions. We 
didn’t grow,” said Jill. “We realized we messed up, but 
didn’t know how to do it better next time. Now, we’re 
talking more. It’s improved our communication, and 
helps ensures messages will be received. 

Learning to Lead

Above all indicators, leadership determines whether a 
business succeeds or su�ers. For Pinnacle Services, 
Monte Wyatt was able to improve upon the strong 
leadership already there. 

“Monte and I meet regularly, and frequently email back 
and forth. Our department supervisors can email him 
or meet by phone if they wish. We also have quarterly 
planning sessions where he works with department 
supervisors on their goals,” said Jill. “Monte is great 
because he gives the team a product they can use right 
when they leave the meeting. They have documents 
they can put into practice right away.” 

“We’ve seen signi�cant gains among department 
supervisors. Previously, our departments were much 

more siloed. While they were aware of each other’s work, 
they weren’t reaching out to others for collaboration. 
Now they meet as a group and identify everyone’s goals. 
As a group we ask, ‘How does the group need to help 
that department? Do we still care about this goal? Is it 
applicable?’ 

Even Jill has seen improvement in her personal 
leadership skills. 

“I now approach my own leadership di�erently. I stay 
focused on big picture things. Before, I was too involved 
in everyday details. I thought I needed to know 
everything about everything. I’m recovering slowly from 
that. I try to stay out of the team’s way and trust that 
they’re doing their jobs well,” said Jill. 

Seek Objectivity to Find Success

Ultimately, the better a team works together, the better 
the revenue and goal achievement. 

“Monte has helped us stay focused on the big picture. 
We not only think about day to day stu�, but retrain our 
brains to stay attuned to the overall responsibilities of 
the position,” said Jill. “For as far as I can see, we will 
continue meeting with him every quarter. That’s so 
helpful. Without fail, we start the quarter strong, and 
then three weeks later we fall o� the wagon, have rallied 
by week seven, then are ready to see him again. We get 
ready to see him, and it’s ‘chop chop’ so we don’t get in 
trouble. We have to get our work done because 
someone outside of our organization is going to ask us 
about it.” 

It’s his outside objectivity that has perhaps been Monte’s 
biggest asset to Pinnacles Services. 

“Perhaps many of us think we can critique and analyze 
our own work, but I would really support the idea of 
having someone else look at it,” said Jill. “It has to be 
someone who can see the forest through the trees. 
Someone who’s not emotionally attached to your 
product or service who can provide insight that you 
just can’t see. Someone like Monte.” 
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