No Guts, No Glory: 10 Ways to Ease Into Empowerment
By: JoAnna Brandi

It's hard to be one of the best - it's hard to be great. It takes real effort to be a Nordstrom, a
Container Store, a Whole Foods or a Southwest Airlines. It takes focus, commitment and discipline
to craft a culture that yields consistently positive customer experiences -- and consistently
profitable returns.

In today’s business world this kind of performance cannot be achieved without empowerment. It's a
word that's gotten a bad rap in the last few years as companies without a full understanding of
what it really means attempted to push power, without authority, to the front lines. When
implemented poorly as a ‘one time event,” empowerment initiatives do more harm than good. When
implemented as an ‘ongoing process,' it liberates the brilliance of your workforce, re-energizes your
organization and thrills your customers!

In its broadest sense, say Dennis T. Jaffe and Cynthia Scott, authors of Take This Job and Love It,
empowerment means, "the organization shifts from limiting the power to determine its future and
how it will get there to a few top executives, to include every level of the organization in the
process.” It takes guts to do this, to create and sustain an empowerment process. It requires
courage to look within, challenge old assumptions and embrace new ideas from people at every
level. Here are ten effective ways to ease into the empowerment process:

e Define what management means by empowerment. Understand the difference between
perceptions and definitions.

e Take an honest look at your real values and beliefs (as contrasted with your espoused
values and beliefs). Are you walking your talk and talking your walk?

e Using feedback, determine if most of the workforce will support the effort (if not, stop here).
Ask people what they need in order to take the risks associated with empowerment.

e Revisit vision/mission/goals - Make sure they are customer-focused, clear and
understandable to all. Define the words if necessary (what does it mean to be a “premier”
company?).

e Assess current level of skills in the organization, including individual readiness, personal
and intergroup relationships as well as organizational structures and "policies."

e Assess the adequacy of the information system in company; can it support the effort?
People need information to be empowered.

e Plan ongoing training efforts in interpersonal communications/team skills. These
relationship skills are at the hub of any change initiative, and can make or break the effort.

e Work with employees, in teams and individually, to begin the process of challenging old
beliefs and assumptions. Look at assumptions about the customers, the marketplace and
your competencies.

e Together, with their input, make the vision come alive in ways that everyone understands
and supports.



o Create it! Be sure to regularly assess and refine the process and the goals toward which
you're working.

Choosing to empower your employees is a bold move. The leadership in a company must have
sensitivity, intelligence and the patience, moving the initiative at a pace that respects where
employees are now, and where they've been. It must be skillful at building and maintaining an
environment of trust and emotional safety, enabling everyone to take steady steps forward.

© 2004-2010 JoAnna Brandi & Company, Inc. * 7491 N. Federal Highway * C-5#304 * Boca Raton, FL 33487-1658 * (561) 279-0027

JoAnna Brandi facilitates workshops on Positive Leadership and Creating Positive Customer Experiences.. She is Publisher of the Customer Care
Coach® a weekly leadership training program on mastering "The Art and Science of Exquisite Customer Care." www.CustomerCareCoach.com and
Monday Morning Motivation - Positive Self Talk for the Customer Service Pro www.MotivationMadeEasy.com

She is the author of two books on customer loyalty, one on positive thinking. She is an Authentic Happiness Coach and has written hundreds of tips
and articles since starting her business in 1990. She shares her insights in her twice monthly Customer Care TIP and asks you, "Is your customer
care EXQUISITE?" Not sure? Take the Quiz: www.customercarecoach.com/public/quiz.asp

Want to know more about getting a bigger ROH from your business see www.ReturnOnHappiness.com




