
“KPMG has a goal-setting system that
encourages people to integrate personal and
professional goals, but many of the people 
we talked with were hesitant to do so,” Shaw
explained. “Because of the firm’s emphasis
on maximizing billable hours, these individ-
uals wanted reassurance that they could
comfortably integrate personal and profes-
sional goals without reprisals.” 

Shaw and Reeter addressed this issue
directly in tailoring Total BEST to the
dynamics at KPMG. They ran several pilot
courses to test and refine the program before
finally rolling it out in the Dallas office. 

Setting Out on the BEST Journey 
Total BEST puts a premium on dialogue
and interaction. Focusing on values and
personal integrity, the instructors talk
about the intimate connection between 
an individual’s personal life and profes-
sional life and draw participants into
frank discussions about issues that affect
work/life balance, including chargeability,
open and honest communication, and
mentoring.

Initially, many participants are skepti-
cal, admitted John Corcoran, a program
instructor. But this skepticism begins to
fade as they realize that the program is 
all about them, not KPMG. The program
challenges participants to think about their 

own values and goals and define the ideal
work/life balance for themselves as indi-
viduals, he says.

Audit manager Heather Miller incor-
porated several of her personal goals into
Dialogue after participating in Total
BEST, and she’s following through on her
top priority—visiting close friends who
live in other cities. As a manager, she is
encouraging her direct reports to follow
through on their goals. “The program has
made me more conscious of the need to
stay flexible and work with people to help
them achieve their personal and profes-
sional goals,” she says.

Chris Ammann, a senior manager
with the Risk Advisory Services practice,
appreciated the opportunity that the pro-
gram gave him to get away from the work
routine for a few days and look at his
goals “from a holistic perspective.” The
act of simply writing down personal goals
alongside professional goals can be espe-
cially helpful, he says. Chris made physi-
cal fitness more of a priority, and last fall
he competed in a triathlon.

Brett Glover is encouraged by the steps
the firm is taking to change its culture.
Such change will take time, he believes,
given KPMG’s size and its emphasis on
client service. But Total BEST can help
move things forward one person at a time
by changing attitudes and opening the
lines of communication.

Accountability and commitment are
critical, says Brett. Work/life balance

is attainable in public accounting, but 
it’s easy for people to succumb to the
inevitable pressures to work harder and
ignore their personal needs. To avoid these
pressures, he asserts that everyone—from
entry-level employees through perform-
ance managers and partners—must make 
a conscious effort to maintain flexibility
and work toward work/life equilibrium.

Both Corcoran and Shaw credit the
office’s leaders for having the courage to
adopt Total BEST. Doing so isn’t easy,
they say, since the program exposes the
tension between business imperatives and
the need to cultivate a
workplace environment
in which people can
grow professionally 
and personally.

For Don Spitzer,
offering the program at
KPMG is more a matter
of good business sense
than courage. “This is a
winner from a business
perspective,” he says. Don
believes that the program,
together with other EOC
initiatives, has helped the Dallas office
realize a 20 percent rise in the work/life
effectiveness rating on its 2004 EOC sur-
vey. He believes that embracing the pro-
gram is the right thing to do. “It’s making
a difference in the lives of our people—
and that’s what it’s all about at the end of
the day.” 
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In fact, Brett approached all his direct
reports in the Dallas office to talk about these
kinds of issues. Last spring, Brett attended a
work/life balance course called Total BEST,
and one of his new aims as a performance
manager was to help people integrate their
personal and professional goals. In their dis-
cussion, Tiffany Ann and Brett agreed that
she could work additional hours during the
week in order to take time off on Fridays to
be with her husband. Tiffany Ann recorded
this personal goal along with her professional
goals during the Dialogue goal-setting
process, and Brett agreed to hold her
“accountable” for meeting that goal.

Total BEST was introduced in the Dallas
office last June, but area managing partner
Don Spitzer first learned about it several
years ago from Jeff Reeter, a codeveloper of
the program along with Jack Shaw, an execu-
tive consultant and coach. Don also saw the
program in action at Baylor University’s 

Hankamer School of Business, where he is 
a member of the board of directors. When
KPMG embarked on its Employer of Choice
(EOC) initiative, Don immediately thought
about adopting the program at KPMG. 
It seemed to be a “perfect fit,” he noted. 

Total BEST draws its name from four
“disciplines” deemed essential for living a
“truly integrated” life—balance, excellence,
service, and truth. The premise behind the
program is simple: Life is a journey that
many people undertake without properly
plotting a course. To help participants 
on their journey, Total BEST offers “a 
principles-centered, values-based strategy
for living life by design, not default,”
according to course material. 

Bridging the Divide
With assistance from Don and Dallas office
managing partner Scott Ozanus, Shaw and
Reeter set to work in 2003 customizing the
program for KPMG. Step one was to exam-
ine KPMG’s culture and identify the many
workplace and marketplace issues that the
firm’s people confront.

Two findings stood out, according to
Shaw—the perception among many KPMG
professionals that the firm emphasizes
chargeability and the reluctance of these
individuals to discuss their personal aspira-
tions and goals openly with supervisors.

Senior associate Tiffany Ann Johns was astonished

when she first heard that the firm wanted to help

her spend more time with her husband, a minister

who works on Sundays. Privately, she had been 

dismayed that their time together was limited to

weeknights and Saturdays, and she even consid-

ered leaving the firm for a more flexible work envi-

ronment. But last fall her performance manager,

Brett Glover, raised the issue with her.

Tiffany Ann Johns, Dallas, with husband, Joel
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