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GREAT 
MANAGEMENT 
IN THE FIELD
Our research of the research, and experience with 
clients demonstrates that great performance in any 
business  begins and ends with intense customer 
loyalty. This only comes from strong employee engagement with 

customers. Leadership engagement drives this successfully. The key to 
this is strong leadership at the location, district and regional level.

Unfortunately, not enough managers know how to achieve it. Most 

companies basic protocol is to focus leadership on the big three of 

selling, marketing, and merchandising to achieved desired profits. The 

rest it seems has to take care of itself. Employees are expendable 

commodities. With the big three, teams will show improvement, but 

inevitably the quality of the execution under-delivers on the promise 

across an organization. This is a leadership issue. This dilemma is so 

widespread that on the ACSI data shows that in the last twenty-two 

years customer satisfaction has only improved 1.6% across over 500 key 

researched companies. While many companies talk about the customer 

experience and work on it, few get it, few achieve even a mild let alone 

a robust CX ROI impact. 
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THE APPROACH OF GREAT MANAGERS

Great management is the key, particularly at the local level. 

What is it that drives leadership to unprecedented levels of 

customer loyalty to exceed sales and market potential?  The 

best managers are leaders and coaches first. They constantly 

interact with employees and customers alike. They are 

passionate  and relentless and lead by example by:

1. working with managers and employees to set clear

short term expectations and goals (sales, profit, CX,

shrink etc.), helping everyone make sure the corporate

vision and goals are the goals of the team.

2. creating a superb team atmosphere to achieve

creative and effective ideas and results, with the

mantra: we are all in this together.

3. ensuring that everyone is trained well to do their jobs.

4. encouraging the contribution of each employee

towards achieving the goals.

5. recognizing and appreciating the performance of

each person to moving the numbers.

6. allowing a lot of autonomy so people can share ideas

and do their jobs exceptionally well.

7. establishing clear lines of authority.

8. working with department managers to plan and set

specific goals -the why and how-(CX, sales, and other

metrics)through weekly positive manager meetings;

engaging employees in team huddles or other on-going

briefings and training.

9. communicating genuinely with and listening to

everyone with enthusiasm and consistency.

10. engaging managers and employees daily for review

and improvement while engaging customers daily

setting the example for the customer experience.

PULLING IT ALL 
TOGETHER

The top priority goals are clear to 

everyone and their part in them. 

Commitment is gained through 

interaction. Results and updates 

are communicated in multiple 

ways in an on-going basis. 

The leader uses individualized 

approaches to coach or motivate 

each manager. For one it might 

be audits, another a goal board 

and a third competition.  Every 

manager is accountable and does 

routine reports to share results, 

problems and improvements. 

Successes are celebrated. Failures 

discussed and learned from. 

Rewards and consequences are 

applied. Bottom-line results are 

exceptional across the board, 

often 2-3 times better than lower 

performing managers.
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LOW PERFORMING
MANAGERS

Coaching: 84
Customers: 88
Ridealongs: 66
Team Calls: 60

Praise: 78
Communication: 76

Goals: 60
Tools: 72

Team Meeting: 54
On-boarding: 80

Weekly Training: 70
Energy: 62

Reach Goals: 42
Retention: 60

Overall: 67

HIGH PERFORMING 
MANAGERS

Coaching: 96
Customers: 96
Ridealongs: 74
Team Calls: 78

Praise: 84
Communication: 84

Goals: 86
Tools: 90

Team Meeting: 70
On-boarding: 96

Weekly Training: 74
Energy: 78

Reach Goals: 66
Retention: 78

Overall: 82

During the past 20 years we have worked with nearly 
500,000 managers representing 5M employees. Our success 
is their success. We are proud of our client partnerships, 
working with most of them over many years. Our focus is to 
inspire people for greatness. If we do business right through 
people, goals will be exceeded and positive results achieved. 
See our client achievements below. We look forward to 
including YOU!

 W 48 quality service awards including JD Power, Ford’s 

President Award, and Canada’s Consumers Choice Award.

 W Record-breaking sales year after year: 30%, 48%, 52%, 75%, 

122% gains in sales.

 W 15-20 points on customer experience surveys.

 W 12-14 points on employee engagement surveys.

 W Rick is the author of 20 books, including the best seller, 

SuperSTAR Leadership.

8%
Positive Gains In Retail 

Sales Growth

75%
Gains In Sales To Existing 

Customers

53%
Improvement In Sales 

Performance

60%
Reduction In Customer 

Complaints

about rick conlow international
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about rick conlow
call 612-868-8521 email  rick@rickconlow.com

read rick's customer experience resources

find more on rickconlow.com/shop

visit rick's website & blog

website

http://eim.rickconlow.com
http://eim.rickconlow.com
http://rickconlow.com/coaching/
http://rickconlow.com/shop
http://rickconlow.com
mailto:rick%40wcwpartners.com%20?subject=
http://rickconlow.com/product/superstar-leadership/
http://rickconlow.com/product/superstar-customer-service-a-31-day-plan-to-improve-client-relations-lock-in-new-customers-and-keep-the-best-ones-coming-back-for-more/
http://rickconlow.com/product/designing-a-superstar-experience/
http://rickconlow.com/product/the-great-customer-experience-scam-ebook/
http://wcwpublishing.com
http://rickconlow.com/superstar-leadership-blog/
http://rickconlow.com



