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Some World-Class OrganizationsSome World-Class Organizations
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Proven 

Secret?
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Chain Reaction of Excellence

Highly 
Satisfied 

“Customers”

Loyalty, 
Advocacy & 
Long-Term 

Success

Operational
Excellence

Fully 
Engaged 

Staff

Role
Model

Leadership

Your 

Challenges?

How to Thrive 
(without burning out!)

 Focus On Your Core
 Role Model Leadership
 Leading Your Culture/Team
 Leading Change Improvements
 Leading The “Customer” Experience
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Non-Negotiable Core

 Values – Appropriate

 Vision – North Star

Pro Tip: Translate to your function 

Knowing About 
Your “Customer”

Understanding

Styles

Sympathizer
Cooperative

Supportive

Diplomatic

Patient

Loyal

Analyzer
Logical

Thorough

Serious

Systematic

Prudent

Energizer
Outgoing

Enthusiastic

Persuasive

Fun-Loving

Spontaneous

Mobilizer
Independent

Candid

Decisive

Pragmatic

Efficient
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Needs versus Wants

 To feel heard & understood
 To feel stable & in control
 To feel significant/special
 To feel they belong & contribute
 To be successful/reach potential

Role Model Leadership

Leader: “Anyone who has 
influence over the culture”

Leadership is Influence !

Trusted

Advisor

= Relationship

= Skill & Ability
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The Leadership Accountability Matrix




Leadership
Behaviors

Business Results
_ +

Fully Engaged Staff

“The Front Line 
= 

The Bottom Line”

Want…
Buy-In? Ownership? Passion?

Involvement!

Pro Tip: Ask their opinion about what to 
improve – and take action together !
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Reinforcing Excellence

Operational Excellence

“Make it easy to do 
business with you!”

Goal: “Better today than yesterday” 

EX/CX Journey Map

Pro Tip: Remove as many “hassles” 
as possible for those you serve
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Reinforcing Excellence

Your “Customer” Experience

Win                 , then

Pro Tip: Focus on Compassion rather 
than Empathy to avoid burnout
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Free Resources: ResultsStat.com
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