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What Leaders Do

: You can lead without a title.

£5% by Linda Talley
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ing to be in the 1 percent develop
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1. They
inside out. They don’t depend on exter-

mation from their workers.
Or they might cut out an article refer-
to a customer and send it to them.
They make things happen —even if
they have to do it themselves. They're
not afraid of their hands dirty.
A credit card that was left, by mistake
by a customer, was turned over to the
owner of a restaurant. The next momn-
ing, the owner called the customer and
told him that it was safe and in her
ion. The card holder then said
d come to pick it up. However, the
restaurant owner said, “My courier ser-
vice is already ztoddiveritm
you. It's on its way.” You could say,
“Great customer service!” and you'd be
right! It's also something that leaders
do rather than delegate it to someone
else. The restaurant owner connected
with her on the emotional level
-—and probably has a customer for life.
6. Leaders create! Leaders create

train their service staff on customer ser-
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vate and create. They read
the trade and best
books. This keeps them fresh,
informed, full of new ideas.
Who wants a leader that has
stopped leaming or someone
whohmamtorbemstale?'l‘oday’s
leader is always outside the
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2. They Mn

leaders rather than commodities. We

see many commodities out there, but few
authentic leaders. Leaders create a
name for themselves in their niche.
People know about them and call
them. People like and trust those who
differentiate themselves in their niche.

3. They develop real skills over time
ance become experts
their areas. Not only

them at all times. This doesn’t mean
doing the work for their internal cus-
tomers or making dedsions for external
customers. They might walk around,
talk to staff, and learn what motivates

employees and customers!

~ | The size of the organization
is no excuse for poor cus-
tomer service! Leaders create
new ways to communicate
withﬁmdm-m
ways attract to
them so they can communi-
cate with them

Create ways to stay in touch
with your workers. Make it easy to talk

“to the boss and to

7. Leaders take time to plan, think,
and re-create. In this hustle-bustle glob-
al market, if you're not taking time to
plan, think, re-create, re-organize for

tiveness, you're simply managing a
process—not leading your people
toward the future. Schedule and set
aside time for Take one hour
each week to do this. True leaders are not
afraid to be with themselves—to take
long walks with recorder in hand, to
create a quiet space, to set boundaries
that enable this to happen.
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Linda Talley, CSP President, Linda Talley & Associates, is a
Houston-based executive coach and motivationsl speaker. Visit

wiwen Linda Tailey com.
ACTION: Do the things that real leaders do.
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