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Welcome!
LEADERSHIP TODAY IS IN A CRISIS MODE.
82% of managers fail according to 
new research. The #1 reason 
employees quit their job is they hate 
their boss. Finally, nearly 9 of 10 
employees are disengaged in the 
workplace, and leaders in all walks of 
life are distrusted more than ever 
before. 

There has to be a better way.  Unpar-
alleled Leadership: How to Achieve 
Extraordinary Success and Results as 
a Manager, gives you a proven 
practical and inspiring roadmap to 
follow.

A little girl was learning to play the 
piano. After a while, she wrote a letter 
to her teacher that said:

Dear Ms. Thompson:

My mother told me that I would 
become an excellent pianist if I 
practiced long and applied my-
self. That’s why I am writing you 
this letter. I have decided to stop 
playing the piano.

Your Student, 
Susie

Too many managers are in that mode. 
They short change themselves, their 
companies and their families.  You 
have tremendous potential, and each 
employee you work with does also.  
Read this material, apply it and learn 
from your results.  Use it to build a 
solid foundation for an exemplary 
management career.  Decide to make 
the biggest difference you can; and 
reach your goals for advancement, 
influence, personal satisfaction, and 
income.  Attend all of the training 
sessions you can, get a coach and you 
will find more success and separate 
yourself from all others.

Keep in touch with us. Call us toll 
free: 1-612-868-8521 or email me at 
direct-ly at:  rick@rickconlow.com.

The best of success to you.  

Rick Conlow 
President/RCI
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Isn’t it time leadership distrust begins to melt away? 
Aren’t you weary of the steady stream of leadership 
nonsense you hear from politics, Washington, or the 
corporate office? I am also dismayed about the never 
ending stories of leaders falling from grace. 

Leadership derailment studies show that 50-82% of managers fail. So of the 
world’s approximately 400 million managers, employees are bearing the 
brunt of this incompetence daily. While these failures aren’t as conspicuous 
as celebrity leaders, the pain they cause employees is of epidemic propor-
tions, on a daily basis harmful to more people than the Ebola virus. If you 
have had or do have a bad boss, you know what I am talking about.

Leadership is about people, not the paycheck. But we all know that for so 
many leaders, it is about the money. Greed, self-interest and selfishness 
seem to reign. Today, leaders in business, government, and even religion 
seem to be more concerned about the cash than the people that are served. 
CEOs in the US, for example, earn 354 times more that of an average worker. 
CEO pay has risen 937% since 1978 compared to 10.2% for employees.

No wonder, worldwide, customer service levels show little improvement , 
employee engagement is poor, and growth rates are stagnant. Employees 
aren’t committed to giving their all to companies that give way too much to 
the leaders. I believe employees are the most valuable not valued resource 
of a company. Yet, companies spend nearly 29 times more money on tech-
nology than on employee training. People are commodity products, not 
crucial business partners to most leaders.

Last week, in an executive coaching update meeting, the CEO and owner of 
the company said, “What’s with this leadership fiasco? I am worried about the 
country. It cost over $200 million dollars for our gubernatorial race, for heav-
en’s sake! Money talks. The gap between leaders and the people is way out of 
line.” This man is wealthy but he’s concerned. So am I... aren’t you?

https://hbr.org/2014/09/ceos-get-paid-too-much-according-to-pretty-much-everyone-in-the-world/
http://www.theatlantic.com/business/archive/2014/10/can-ceo-pay-ever-be-reeled-in/382042/
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What can you do as an employee?
Don’t accept stupid and greedy leadership. Invest in and prepare yourself. 
Most companies’ loyalty to employees goes only as far has the health of the 
next quarterly report. Companies are already feeling the lack of qualified 
people. Employees with updated skills and talents are beginning to rule the 
marketplace. Be one of them. Be choosy in who you work for, both in the 
company and boss. Be aggressive in what I am describing here. It’s your 
career, income, and  livelihood at stake.

https://www.linkedin.com/pulse/article/20141118010645-64275548-5-ways-to-ace-your-next-performance-review?trk=prof-post
https://www.linkedin.com/pulse/article/20140414031208-64275548-6-proven-ways-to-deal-with-a-bad-boss?trk=mp-reader-card
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What can  
companies do?
Some organizations are trying to 
change. Spending on training is up. 
Don’t get fooled. There are serious 
gaps in employee capabilities and 
available talent. This investment is 
a necessity that is being acted on 
only grudgingly. Companies on 
FORTUNE ‘s 100 Best Companies 
to Work For list invest in people in a 
variety of ways and achieve exem-
plary results. Closely related is their 
passion for a superior customer ex-
perience. Other organizations need 
to pay attention to this.

Organizations need to uphold peo-
ple-focused values and humane 
leadership training for managers, 
and then provide the coaching to 
make it stick. HR needs to back off 
the cop-compliance mode and 
become performance-based con-
sultants. Companies need to teach 
that everyone can be a leader and 
forget the concept that exults ex-
ecutives as superheroes, here to 
“save the day!”. Every employee is 
important and makes a difference. 
If employees are bought-in, treated 
with respect and paid well, they will 
perform above and beyond.

What can you do as a 
leader?
Hustle! I have seen too many managers 
become lazy and complacent. Don’t get 
me wrong--I love managers, and I spend 
most of my time working with or coaching 
them. Yet many today let the numbers, 
data, reports and the latest technology 
tools lead their leadership and neglect 
employees. Many are sucked into appear-
ing to look good to get the next promo-
tion, bonus or pay increase.

A leader’s success depends on his or her 
team--period. Help your employees suc-
ceed and you will succeed. You need a 
team to achieve your dream. How do you 
help them more? Learn the emotional 
intelligence skills taught by Daniel Gole-
man. Be a student of the game! Get 50-70 
hours of leadership training a year your-
self. If your company doesn’t pay for it, 
pay for it yourself. Get a coach or mentor. 
Become a coaching master. Keep learning 
about people and what motivates or, bet-
ter still, inspires them to be their best.

Aim to become an exceptional leader, 
one that others talk about in a positive 
way. Guess what? The money will come 
and so will the promotions. I heard busi-
nessman Don Beveridge declare, “Never 
evaluate your success as a leader by the 
size of your paycheck.”

http://www.greatplacetowork.com/best-companies/100-best-companies-to-work-for/year/2013
http://www.greatplacetowork.com/best-companies/100-best-companies-to-work-for/year/2013
https://www.linkedin.com/pulse/article/20140507202843-64275548-5-cultural-habits-of-customer-focused-companies?trk=mp-reader-card
https://www.linkedin.com/pulse/article/20140507202843-64275548-5-cultural-habits-of-customer-focused-companies?trk=mp-reader-card
http://comment.rsablogs.org.uk/2014/04/16/problem-leadership/
http://comment.rsablogs.org.uk/2014/04/16/problem-leadership/
https://www.linkedin.com/pulse/article/20140408122941-64275548-an-8-step-approach-to-high-performance-coaching?trk=mp-reader-card
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The #1 
Characteristic 

for  
Successful 

Leaders

CHAPTER TWO 
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How do you get someone 
to follow you? Successful 
leaders have found that it isn’t 
“position power” that matters 
most in the employee/
supervisor relationship; it’s 
personal power that is the real 
key. At nearly every turn, the 
difference between position 
power and personal power is 
very significant.

Leadership through position power implies 
the following:

 ¸ Telling approach (I say, 
you do)

 ¸ Employees are 
subordinate

 ¸ “Do as I  
say!” 
mentality

 ¸ Fear based 
strategies

 ¸ The leader has the answers

 ¸ Self-focus, seeking personal victory 
and recognition

 ¸ People follow the leader because 
they have to

Leadership is about 
PERSONAL 

POWER
not 

POSITION POWER.
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Whereas, leadership through 
personal power implies:

 ¸ An employee 
engagement approach

 ¸ Employees are partners

 ¸ “Do as I do also!” Lead 
by example

 ¸ Positive influencing 
strategies

 ¸ The team has the 
answers, too

 ¸ Other-focused, caring 
enough to help others 
win

 ¸ People follow the leader 
because they want to

Ultimately, the essence of 
a leader’s presence and 
results comes down to which 
approach she or he will take. 
After many studies on the 
subject, evidence linked to 
success and failure shows 
that leadership success has 
more to do with who you 
really are as a person, and 
much less to do with your 
position or job title. The 
difference between position 
and personal power is the 
key that defines leadership 
effectiveness.

The Key Characteristic 
of Leadership
Researchers, Kouzes and Posner, 
identified four crucial leadership 
characteristics from an exhaustive list 
of over 225 different values, traits, and 
characteristics. Their methodology 
included extensive interviewing, the 
use of a questionnaire, 360 surveys and 
case studies. Their results are recorded 
in their book, The Leadership Challenge. 
One of their most hard-hitting questions 
was, “What values (personal traits or 
characteristics) do you look for and 
admire in your superiors?” Their results 
summarized the views of over 20,000 
managers from four continents and their 
content analysis defined four major 
characteristics.

The top characteristic that the study 
revealed managers want in their leaders 
is honesty. Being honest means you tell 
the truth, you do what you say you will 
do and you do the right thing. There are 
famous leaders across all industries and 
vocations that thrived temporarily but 
have bitten the dust because of their 
dishonest behavior.

In addition to honesty, my years of 
experience shows the best leaders 
embody two other characteristics: 
integrity and caring. Integrity involves 
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How do
you build  
a team?
ENGAGE AND
EMPOWER THEM.

living a life that is genuine and honorable. It’s an internal value about how to 
interact with others in a positive and forthright manner. Caring is about treating 
all people with dignity and respect. Genuine leaders truly focus on helping other 
people become successful on the way to their own success. This is servant 
leadership.

Honesty, integrity and caring are in great demand, but too few leaders embody 
these values. All three of these can be summed up in the word “ethical.” More 
and more, companies have had to create ethics statements as guidelines for 
behavior in the workplace. Doing business the right way (ethically) is every 
bit as important as being the best technically. After all, if you are dishonest, it 
undermines the trust in your relationships with employees, stakeholders, and 
customers alike. And, it erodes the foundation of your inner conscience. 
Ultimately separates the great leaders from the imposter's. Great leaders 
bring out the best in people, and they do it ethically.
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How to
 Get People 

to Do 
Things

CHAPTER THREE 
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Career success is simple: “Just do the right thing at 
the right time in the right way.” Yet, sometimes other 
people seem to get in the way, don’t they? If only you 
could get them to do the things you want. Right?

A manager that I had early in my career said, “Half of the people won’t like 
you and the other half don’t care if you exist. So don’t worry about it.” He 
made me depressed. However, I learned over time that by being a student of 
human behavior you can change those odds. I also discovered that you can’t 
change others but you can change yourself. When you do this it creates an 
impact on how people respond to you.

Over the years, I advanced my position eight different times in four different 
companies, until I started my own business. I learned a few things along the 
way that may be useful to you.

 ¸ First, nobody did it for me. I had to earn it.

 ¸ Second, other people were always there, either to help or hurt my 
goals. I found more people wanted to help me when I helped them.

 ¸ Third, what made the biggest difference is what I did, not what others 
did. Therefore my attitude and behavior were critical success factors in 
my relationship to others and the quality of my work performance. This 
gave me the opportunity to advance.

Pay It Forward
Businessman and motivator Bob Conklin had a unique way to look at rela-
tionships. He said, “Help other people be successful and you will be success-
ful.” Speaker Zig Ziglar has a similar approach as he adds, “Give other people 
what they want and you will get what you want.” 

Notice the structure of the ideas of each of these statements. First, help oth-
ers be successful or get what they want. Then, you will be successful or get 
what you want. In other words, you pay it forward. First you help and then it 

http://www.amazon.com/s?ie=UTF8&page=1&rh=n%3A283155%2Cp_27%3ABob%20Conklin
http://www.ziglar.com/
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comes back to you in unexpect-
ed and often better ways.

Most of the world says these 
things in reverse to this order. 
First, it is “I” or “me” and, maybe 
as an after-thought, the needs of 
others are considered. Too many 
people follow the axiom, “Look 
out for number one.” Conflicts 
in the world seem to never end. 
Do you know the #1 reason 
people leave a job? It isn’t 
money. It’s because they either 
dislike their boss or the people 
they work with on the job. Too 
much selfishness destroys 
relationships at work and at 
home, and then people wonder 
why they can’t get a little 
cooperation.

Almost everyone believes that 
they cooperate or can get oth-
ers to do so, but studies show 
that at least 60% of team efforts 
fail in companies. Leaders want 
to yell and tell. Guess what? Em-
ployee engagement and morale 
are at all time lows.

In many neighborhoods today 
people don’t know their neigh-
bors. But just because you ar-
en’t in an active disagreement 
with them, are you really getting 
along? I beg to disagree.  

First,  
help others be  

successful  
or get what they  

want.  
Then, you will be  

successful  
or get what  
you want.
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On any given day, just read the 
newspaper or go on-line. Listen to the 
TV or radio. There are countless stories 
of burglaries, murders, divorces, office 
strife, and family problems. Authorities 
say that at any given time there are over 
40 wars in the world. Studies show 
people are less courteous today. Recent 
political campaign ads and debates 
highlight divisiveness, with caustic 
words candidates use about one 
another. How effective can people be at 
getting others to do things when all they 
do is fight?

A few religious leaders or philosophers 
have written ideas similar to Conklin and 
Ziglar. Too often we lose the wisdom of 
the ages in our frantic effort to succeed 
or take care of ourselves. Success often 
comes down to these values: the golden 
rule and love thy neighbor as thyself. If 
only leaders would understand that you 
aren’t ‘giving up’ anything by being 
kind, respectful and cooperative.

Being concerned about the needs of 
others is not a thought process; it’s a 
value that comes from the heart. It is an 
other-centered focus to life, not a self-
centered focus to life. With an other-
centered focus you can begin to take 
actions that spawn genuinely positive 
working relationships. What are the ef-
fective approaches to getting people to 
do things? See this surprising list.

“Being 
concerned 
about the 
needs of 

others is not 
a thought 

process; it’s 
a value that 
comes from 
the heart.” 
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1. Listening effectively - Do this first! This shows empathy and is about un-
derstanding, not agreement. Few do this well. Most of us could be a lot 
better at listening. Too many of us want to talk. We spend tons on psy-
chiatrists and therapists, paying them to listen because no one else will.

2. Be respectful and courteous - Civility has declined. We see it in the 
boardroom, classroom, courtroom and political arena. Be kind to oth-
ers, and they tend to be more helpful to you.

3. Asking questions for ideas or input - Employee engagement is low be-
cause few companies or managers allow input or suggestions. Produc-
tivity is low because we don’t know how to build teams in organizations. 
These are simple solutions to employee engagement if it is reversed.

4. Smile, and really pay attention to others when they are talking - One of 
my clients recently described how his daughter wanted to tell him 
about her argument with an older sister. He half listened while doing 
some work. She left him in a huff but later came back. He regrouped 
this time, put the work aside, and paid attention while actively listening 
to her. His daughter calmed down. He said it was amazing.

5. Giving genuine compliments or praise - Employees, children, and even 
spouses want to be appreciated. Too often we nitpick at one another. 
No wonder there is so much tension at work or at home.

The Top 

Ways to 
Gain Cooperation
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6. Offering assistance to others without being asked - When was the last
time someone did this for you? Have you ever paid forward in the drive
up lane at Starbucks? We get what we give. Teamwork begins with giv-
ing teamwork.

7. Understanding how others communicate - Analytical? Driver? Influ-
encer? Conformist? Relate to others the way they are comfortable not
how you like it. We establish trust and rapport by building on common
ground. Unfortunately, our world tends to want to emphasize our differ-
ences.

8. Knowing what motivates or interest others - Learn this about those that
you want to work with and approach them in that way. Think of a person
that’s really difficult for you to relate to at work. How much do you really
know about that person?

9. Follow through on your commitments - People won’t trust us we when
don’t follow-up. If we over-promise and then deliver, we separate
ourselves from the pack in a very good way.

10. Perform each of your duties exceptionally well - Be the kind of person
that others can count on to “do it right”. Keep learning and improving
your skills. Proactively communicate to your boss and across depart-
ments.

11. Be honest in dealing with others - According to a LRN study, 73% of
employees face ethic concerns at work. Don’t do the rumor mill thing.
Rise above office politics, and be an example to your co-workers by
showing your integrity.

Some say the above approaches border on manipulation. (Some also say 
send a text or email) I was conducting a session at a conference on how to 
influence people positively. The presenter next to me was doing one on 
dealing with manipulative people. We talked to each other beforehand, and 
he said, “It’s a fine line.” What is the difference between manipulation and 
influence? I believe the line involves whether you genuinely care about the 
people you work or relate to. If you do, it’s influence. If you don’t, it’s manipu-
lation.
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The Difference Between 
Manipulation and  
Influence
A speaker asked for any member of his 
audience to stand up who couldn’t coop-
erate with other people. About 500 peo-
ple were in attendance. No one stood up. 
The speaker issued the command again 
and still no one stood up. Finally, after a 
little silence, a man stood up at the back 
of the group. The speaker said, “Sir, you 
mean to tell me you can’t get along with 
other people?” The guy replied, “Sure I 
can. But I felt sorry for you standing all by 
yourself.”

In business, people who can get others 
to do things because they want to and 
not that they have to, are invaluable to 
organizations. Why? Because they build 
high performing teams, connect across 
continents with a diversity of people, in-
spire people to reach new goals, acceler-
ate sales or profits, and challenge others 
to innovate while cooperating with their 
peers. The bottom-line impact to all of 
these actions is priceless. Getting people 
do things is about leadership, no matter 
what your role in a company, isn’t it?

A number of years ago a popular song 
included these words, “What the world 
needs now is love, sweet love, it’s the only 
thing that there’s just too little of.” Some 

people have forgotten how to 
care for or love others. They are 
too in to themselves, their goals 
and their needs. The Dr. of Love, 
the late Leo Buscaglia, told us 
that. During his career he wrote 
books and spoke to millions to 
encourage them to love and 
hug one another more. He also 
proclaimed that we get so much 
more in return as we do.

We don’t really need the doctor 
of love to tell us this. Care, con-
cern and love of others are natu-
ral emotions. We just need to let 
them be expressed by helping 
others be successful and realizing 
what they want. As we do that, 
our relationships will improve. A 
marvelous thing then happens, 
too. Samuel Smiles said it elo-
quently, “It is one of the most 
beautiful compensations of this 
life that no person can sincerely 
try to help another person without 
helping himself.”

http://www.buscaglia.com/
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10 Phrases 
Good 

Managers 
ALWAYS Say

CHAPTER FOUR 
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Good managers are different from other bosses. If 
you have had one lately you probably noticed they 
have high standards, are upbeat, knowledgeable and 
straight talkers. You will get the feedback you need to 
succeed. If you are lucky enough to have one you will 
want to excel, because you believe in yourself a little 
more when you are around them.

A key attribute about good managers is that they talk differently than their 
colleagues, and that adds to our sense of empowerment. I have listed ten 
statements I have heard many of them say regularly, and that would help any 
manager.
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ONE.

“I am glad you are on our team.”
Yes, some leaders actually say that once in a while instead of something like 
“What have you done for me lately?” I had one that used to say, “How much 
money have you made me today?” All employees want to be part of some-
thing bigger or grander than the every day grind, and it’s nice to know work 

can be that something. Leadership is influence, and it’s either positive or 
negative. There is no neutral.

TWO.

 “My vision is...”
It seems this is a novel concept, to communicate the overall goal of the work 

team, department, or company. It gives the big picture to everyone’s job 
and the why. Good managers do this concisely but with passion, not matter 
what the work is. It is also important for on-going updates, telling everyone 
on the team “Here is how we are doing.” With mediocre bosses every day is 

“same old, same old.”

THREE.

“My expectations for you are...”
Few managers are good at providing clear goals and expectations. Our 

research shows that 80% of performance problems are because of a lack of 
clear expectations and goals. The best managers also say, “Let’s talk about 

your progress,” and not “Let me give you some feedback.” This means LOOK 
OUT! The excellent managers adhere to this quote by Pat Riley, President 
of the Miami Heat: “A coach must keep everyone on the team in touch with 

present-moment realities- -knowing where they stand, knowing where they’re 
falling short of their potential, and knowing it openly and fairly.”
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FOUR.

“You can do it, I believe in you.”
We all need someone to believe in us. Good managers give encouragement, 
and they challenge you to do the better. I had one that would say, “You can 
do it, let’s keep hustling.” I had another one that used to sing the song, “Six-
teen Candles” down the hallway. Then he’d come over and praise me about 

some goal and head back down the hall singing. It set a light tone to our brief 
meeting. Poorer managers always seem to be about bad news.

FIVE.

“Thank you!”
People want to be appreciated. A simple thank-you often is enough. ‘Great 
job on...’,’keep up the good work..’ are also others ways they recognize but 
they do it regularly and sincerely. It’s hard to get a compliment from other 

managers. It’s documented that genuine praise works, plus it’s the right thing 
to do.

SIX.

“How’s it going?”
They are willing to talk to you. Mr. Jim Low was a master at this. When I first 
met him his legend preceded him. For over a decade he led his market in 

profit, sales and employee retention. I asked why he was so good. He replied 
by laughingly saying, “I didn’t go to college.” He added that every day he’d 
come to work and first go talk to as many employees as he could by asking, 
“How’s it going?” He might relate this to something he knew about the per-
son. The employees mostly talked about their lives. He discussed business 

only if they brought it up. Then, when he had a problem, he would go to em-
ployees and get the straight info, no BS, because he already had a positive 

relationship with them.
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SEVEN.

“What do you think?”
Considering the pressures of our jobs and the need for innovation and improve-

ment, why wouldn’t a manager ask this question of his or her team members 
often? Here are two reasons to do it. First, you don’t want people bringing all of 

their problems or concerns to you. There isn’t enough time. You have to train 
them to problem-solve and become solution focused. Second, they will become 

more proactive while improving their performance. Most employees are 
astounded when their managers ask this question and reply, “What????” Sadly, 

less effective managers are fearful of the answers or don’t care. Famed basketball 
coach from UCLA John Wooden said, “It’s what you learn after you know it all that 

counts.”

EIGHT.

“How do you think we can improve?”
This is the next logical question to ask a team. When you do, you begin to get 
their buy-in and commitment grows. They want to achieve their goals for their 
reasons too, not just yours. Each employee has untapped potential for great 
ideas. Why not ask? The best do this and their employee engagement and  

productivity soars.

NINE.

“I made a mistake.”
Nobody’s perfect. Good bosses admit it when they screw up and even apologize. 

Obviously, they aren’t making so many mistakes that they are apologizing all of 
time. I put this in here because it is so out character by leaders to do this at all.

I was at a conference a few weeks ago where a manager talked to his team about 
a marketing campaign that failed. The manager owned the failure, and said he 
was sorry to his team because he really pushed for it. Because he had trust with 

his employees, they got through it. By learning from this situation and collaborat-
ing they created a better plan-that worked. When was the last time you heard a 

manager say, “I made a mistake.”?
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TEN.

“My success comes from my team.”
I have heard managers say this to their teams, but something more self-glorifying 

to their boss or colleagues. That gets around, and their credibility is destroyed. The 
managers that highlight their teams’ efforts and give credit to them for any victories 
are golden leaders. A leader’s success is all about the team. In the movie “he Mighty 

Ducks, Coach Bombay tells his team,

“A team isn’t a bunch of kids out to win. A team is something you belong to, some-
thing you feel, something you have to earn.” With low employee morale and engage-

ment in many companies, this is a valuable lesson that most managers have yet to 
learn.

Napoleon Hill declared, “Think twice before you speak, because words and influence 
will plant the seed of either success or failure in the mind of another.” Hopefully these 
ten phrases give you a lift, and helps you build your team up, not down like so many 
other managers do. Let’s not forget another quote filled with wisdom, by Emerson: 

“What you do speaks so loudly that I cannot hear what you say.”
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Bad managers are a dime a dozen. Unfortunately, they 
lurk in the halls of organizations every where, and stifle 
employee engagement and effectiveness. Here are 
ten phrases that they say regularly. (Often sprinkled 
with their vulgar language) You will always know a bad 
manager when you hear one, and I’m confident that 
you have heard a few. Do these sound familiar?
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TWO.

“We have never done 
it that way.” 

How many times have you heard this? 
Heaven forbid that a manager would 
be open- minded and willing to try 
something new! Good managers 

listen and learn. Bad managers resist 
almost instantaneously any company 
change. They dig in their heels and 
spread bad news. They focus on the 

obstacles, not the opportunity.

THREE.

 “That idea is  
stupid.”

For three years I called on this VP of 
Sales, looking for a way to improve 
his company’s service sales. When 

I worked up a proactive plan of 
change, he said it would never work 
and eventually called me ‘stupid’ for 
thinking it would. Eventually, I gained 
the confidence of a VP in another di-
vision, and we did a pilot. We gained 

ONE.

 “Do what I tell you to to do.”
On a recent business trip a client manager confided in me 

that he was “stuck”.  His customer experience numbers were 
okay but he wasn’t a company leader. After observing him in 
action and reviewing his plans, the answer was obvious to his 
management team and me. This manager came up with the 

plans and told people what to do and how to do it. There was 
little engagement, or appreciation for the effort. The team was 

disillusioned and results suffered.
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over 122% in sales growth. The company COO 
noticed and rolled the program out across the 
company. The VP of Sales was eventually fired.

FOUR.

“Let me think about it.”
In the beginning of my career I had an idea for 
improving results and shared it with my Gen-

eral Manager. She said, “Let me think about it.” 
That was over thirty years ago (and a few career 

changes) and I still have no answer. Have you 
ever been in this situation?

FIVE.

 “No!”
Bad managers like to say ‘no’. It gives them per-
ceived power and control. So that’s what they 
say to employees who ask for support, a new 

approach, resources, adjustments in schedules, 
or help. Certainly there are times to say no. Why 
not instead say, “Let’s talk about it.” or “We can’t 

do that now but here’s why.”

SIX.

“I don’t pay you to think.”
I have had leaders tell me they don’t want their 
team to think. All companies have processes, 
procedures or protocols, which is what they 

want the managers to do. They treat people like 
merchandise that you can organize on a shelf. 
Essentially they don’t trust their managers or 

employees to make good decisions. That sends 
another negative message.

SEVEN.

 “YOU made a 
mistake.” 

Far too many managers 
focus on the mistakes, 

errors or problems that 
employees have. They 

are quick to belittle peo-
ple.

Bad managers disregard 
the research that says 

you bring out the best in 
people by emphasiz-

ing their strengths and 
by giving them genuine 

praise. So they try to 
catch employees do-

ing things wrong, as Ken 
Blanchard says.  Some 
of them must imagine 
that this makes them 
seem like they’re “on 
their toes” and on top 

of what needs watching. 
This builds an oppressive 
culture. Few employees 
will want to go the extra 
mile. Instead, they begin 
looking for another job.
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EIGHT.

“Do it yourself, that’s why I hired you.”
This is leadership abdication, and often a red herring, disguising a manager’s 
feeling of incompetence or insecurity. If the manager would listen and ask a 
few questions in a helpful manner, usually  the employee is very capable of 

doing the job. (Sorry, this is coaching, which many managers never do.

NINE.

 “It wasn’t my fault.”
Excuses for poor performance or not getting the job done are key character-
istics of weak, failing managers. They are quick to take credit for good things 
and blame the mistakes on employees or other departments. I remember a 

manager in Detroit I worked with. He blamed his department’s continual sub-
par performance on employee attitudes. Guess who contributed to the over-

all development of their attitudes?

TEN.

 They don’t say anything...
Their silence is deafening. They may hear but aren’t paying attention. Or you 

can’t find them. It’s hard to find a manager when you need one. Some bad 
managers use this approach, no matter what is happening, when you:

 ¸ Have a question.

 ¸ Ask for assistance

 ¸ Need a goal or priority clarified

 ¸ Want to know what’s going on

 ¸ Seek a roadblock removed

The lack of communication is one of the top reasons for managers’ derail-
ment and demise. One employee lamented to me about the horrible work-
place atmosphere, and admitted, “We only work when our supervisors are 

around. And, they aren’t around that much.”  
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Management problems are like a tsunami that  
never ends. Everyday I hear about it from managers 
at all levels. Successful managers learn to absorb the 
issues as nourishment, to build a high performance 
team. Others become swamped, panicked, and  
succumb to a never-ending nightmare. Believe it or 
not, a manager’s destiny is a choice. Here are twelve 
of the most persistent problems managers face and a 
few ideas on what to do.

Getting everything done
With budget cutbacks, Sue now manages one hundred people in her nurs-
ing department at a hospital in a major city. Her anxiety grows from the av-
alanche of multiple issues and responsibilities. With no help coming in the 

A TRUE TEST for leadership is 
how trouble is handled.

  RICK CONLOW INTERNATIONAL
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near future, her solution in a difficult situation has been to empower the team 
to make decisions and focus on the highest priority problems. Her dilem-
ma showcases the troubles of many managers. They are overwhelmed with 
things to do and not enough time or people to get it all done effectively.

Reaching Team Goals
Managers are paid to move the needle and achieve department goals. I have 
been amazed at how many struggle with executing company strategy or 
department initiatives. Many times it’s an ambiguity issue of what’s expected. 
At one company it took 2 1/2 hours with twenty-one managers to clarify the 
Senior VP’s stated and written goal. Equally problematic is the lack of training 
and coaching so the team is competent and committed enough to give their 
best while striving to achieve the goals.

Giving negative feedback
I facilitated a meeting in my office with fifteen senior human resource execu-
tives. We talked about many issues including how managers handle perfor-
mance issues. The group unanimously agreed that most leaders put off nega-
tive feedback. The typical scenario plays out this way:

The manager sets up a meeting with HR and asks for help to fire an employee. 
The HR rep asks the manager what intervention has been done with he em-
ployee. Most of the time the managers say, “Nothing,  yet.”

Through training, study, and mentoring, almost any manager can learn how 
to give developmental and positive feedback seamlessly in their daily 
communication or engagement with employees. Proactive managers learn to 
do this to inspire their teams. Reactive managers just push to get the tasks 
done. 

Dealing with Poor Performance
Giving negative or developmental feedback is related to this. All employees 
do some things right and others wrong. No one is perfect. Leadership is a 
high contact sport.  In this high tech age, managers have to engage their 
teams one on one.
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This requires coaching effectively and regularly to reinforce good perfor-
mance and redirect poorer performance. If done correctly it becomes a mat-
ter of course, not a big “to do” or a nightmare at performance review time. 
Few managers want to do this and say they don’t have time. I say they don’t 
have time not to do it or all of the problems cited here become mountains, 
not molehills. 

Handling team conflict
Interpersonal conflict on a team in the workplace is inevitable. Most people 
aren’t bad or screw offs; they just have behavior problems at times.

Handling conflict constructively is an emotional intelligence skill.  It involves 
communicating directly, honestly and with empathy. Top managers invite 
conflict but learn how to facilitate it so improvement is reached. Numerous 
managers avoid conflict so it festers and becomes a poison.

Firing an employee
Terminations cause headaches for far too many managers. When an employ-
ee fails, the manager fails. With a litigious society all managers need to learn 
to fire appropriately. Communicate with your boss and HR to ensure it is 
done right. 

Communicating with the boss
My research shows 80% of performance issues are due to the lack of clarify-
ing expectations and goals. Too many managers wait. They wait for the boss, 
and this lack of interaction produces misunderstanding, insecurity, and 
doubt in employees and leaders.

All managers have to communicate upward today. With the speed of change, 
data driven decisions, and business intelligence, they have to be proactive. 
Failing that, they get into trouble for not knowing, even if it wasn’t their fault.

Losing key employees
Employee turnover causes lower morale and employee productivity. Losing 

https://www.youtube.com/watch?v=AiUAsR1HdMY
https://www.youtube.com/watch?v=AiUAsR1HdMY
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key people accelerates this. Managers often neglect their top people and 
continually add to their workloads. Instead, they need to over-communicate, 
be good listeners, coach regularly, clear out obstacles, and give them recog-
nition.

Solving co-worker issues
Recently I was in the Midwest on a coaching assignment. The District Man-
ager couldn’t meet up with me the second day because of problems at an-
other location. There were emergency issues between office operations and 
merchandising. This happened at a busy time and really should never have 
occurred. Yet, concerns like this happen everyday for most managers, and it 
wears them out.

Planning, coaching, and preparation can help minimize these incidents. 
More importantly, is how these situations are handled. Managers need to 
learn in these type problems to create a solution with the team, execute it 
while simultaneously building up the team, and improve their capability for 
the next difficulty. It isn’t easy but it is doable over time.

Creating buy-in to a team plan
Research demonstrates that only 10% of executives are confident in their 
team’s ability to implement their plans. A key to victory is capturing the hearts 
and minds of the team to execute the plan successfully. Most managers just 
want to get on with it and act. While that is admirable, they must to do three 
things first or generate unnecessary resistance and messy mistakes:

¸ Ask the team for their ideas, input and concerns when creating a plan. 

¸ Prepare or train the team to execute these effectively.

¸ Determine how to measure, adjust and reinforce that plan in process.

Managing change
On a client phone conference a HR executive proudly said, “We have 100 
new initiatives.” When you think about it, that’s ridiculous.  Success requires 
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focus. This is why Change Master Kotter’s research shows that over 70% of 
change plans fail. Leaders don’t do what is mentioned in the previous point, 
and they fail to communicate.

What happens instead?  Inconsistent execution. Resistance to change.  Lack 
of understanding related to the plan. Sabotage to the plan.  Alternative varia-
tions of the plan being followed. Chaos and conflict in many cases. This ends 
up in low morale, sagging productivity, poorer customer service and rising 
costs. See our eBook for ideas, Changing Change Management.

Grappling with Personal Stress
Far too many managers are burned out or stressed out. The avalanche of 
issues continues every day with little upper management support. Managers 
come in early, stay late and take work home. There is little work/life balance. 
Maybe the biggest problem facing managers is taking care of themselves so 
they can do their best work, stay sane, and healthy.

Most managers need alone time at work and at home. They need more train-
ing. They need support that a competent coach would give them. Unfortu-
nately, the demands of most jobs seldom allow time for this or provide these 
opportunities. I say to all managers: seek out the help if your organization 
provides it. If not, get it from your network. 

Bottom-line, managers today are under-supported, over-tasked, and failing. 
It is killing employee engagement, teamwork, customer service, and produc-
tivity. This isn’t going to change any time soon. Successful managers learn to 
operate effectively in spite of the deluge of problems. It does take a commit-
ment to become better at leading people, managing priorities, coaching, 
and problem-solving. This means ongoing preparation with time dedicated 
specifically to this, like an athlete training for the Olympics.  Quick meetings 
in a hallway or reading an article while in the washroom is not enough.

How a manager prepares for the leadership difficulties that surround the job 
is ultimately more important in determining destiny than the issues them-
selves. Businessman Arnold Glasow said, “One of the tests of leadership is the 
ability to recognize a problem before it becomes an emergency.”

http://wcwpartners.com/changing-change-management-download/
https://mailchi.mp/399eb9b39d95/ph6f0ggiagrcichangingchangemanagement
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YOU don’t have fail as a manager. However, there 
seems to be a malaise in management ranks. Maybe 
it’s because of political instability and the 
pandemic, and people are still shell-shocked. Maybe 
it’s due to the fact that businesses today are more 
interested in profit than people, and that greed 
seems to rule. Maybe it’s that leaders, as a general 
rule, are distrusted. Today, employees are used like 
spare parts, easily replaced, causing workplace atti-
tudes to be poor at record high levels of employee 
disengagement.

Too many managers succumb to the poisons of discontent, fear, and anxiety 
while their leaders feast on greed, power and selfishness. Leadership as a 
whole is ill and infected. What’s the antidote to this? While there is no magic 
pill, here are five key ingredients that together will vaccinate you and give you 
hope for succeeding as a leader in almost any work situation or company.

https://www.linkedin.com/pulse/why-most-ceos-should-fired-reprimanded-rick-conlow?trk=mp-reader-card
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INTEGRITY
is the most important leadership 

characteristic. 
Without it, all else is shallow or a 

ruse.

BY RICK CONLOW | WCW PARTNERS
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1ST The First Ingredient
Author John Maxwell says, “A great leader’s 
courage to fulfill his vision comes from passion, 
not position.” Your passion is your power for 
better results. Why do you want to lead? What’s 
your payoff? Do you want a promotion? More 
money? Needed recognition? Yes, it will help 
to clarify these things, but if these are your only 
driving forces you will lack the spark to inspire 
others. Instead, think about your people, your 
team first. What do they want or need? What 
are their goals and dreams? Help them suc-
ceed, and they will help you get what you want. 
So, change your perspective. Don’t do what 
other managers do; listen more, and force 
yourself to think differently.

I received a contract to help a company in 
Montreal. The team was performing poorly and 
were demoralized. Their sales and service num-
bers had deteriorated. The key manager com-
plained about the union and his team’s poor 
attitude. He asked me to do a thirty-minute 
meeting with the team to pump them up. After 
talking to a number of the service/sales repre-
sentatives in advance, the meeting I facilitated 
was all about them. I used engagement, rec-
ognition, humor, challenges and competition. 
We also turned a short meeting into an all day 
activity. That day they sold more than 4 times 
their average! As I followed-up and taught the 
managers how to do the same with exemplary 
coaching, they began to climb out of their hole.

2ND The Second 
Ingredient
I had just landed a new job, 
and I didn’t have industry ex-
perience, but I was in charge 
of service and sales training 
for a corporation of six com-
panies. One of the General 
Managers asked me to do a 
meeting with his team and 
teach them how to demon-
strate their product. He knew 
I didn’t know about the 
product; he was testing me. 
To make a long story short, 
through study and rehearsal 
I delivered an engaging ses-
sion that exceeded his ex-
pectations. At the end of the 
meeting he shook my hand 
and said, “Preparation.” Now 
he was in my corner, and that 
meeting laid the ground-
work for superb success.

Critical to a leader’s job is 
to think outside the box, 
take calculated risks and 
act courageously. However, 
Alexander Graham Bell said, 
“Before anything else, 
prepa-ration is the key to 
success.” 

https://www.linkedin.com/pulse/art-science-exemplary-coaching-rick-conlow?trk=mp-reader-card
https://www.linkedin.com/pulse/art-science-exemplary-coaching-rick-conlow?trk=mp-reader-card
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3RD The Third Ingredient
Most managers fail because they don’t:

¸ Communicate well one-on-one or in meetings 

¸ Coach effectively

¸ Listen

¸ Build teams

¸ Handle conflict

Too many managers have relationship problems and act like morons. They 
leave a trail of decimated teams and careers. Inspiring people to reach their 
highest performance begins with respect and a partnership.

Be better, develop your people skills. How? Start by making an all new effort. 
Too many managers are in a comfort zone. They have given in to being 
“good enough” or have let difficult situations hold them back. Break through! 
Read all of the books you can. Attend more seminars. Get a coach. If you 
don’t do these kinds of activities regularly, you are doomed to slip into a 
stupor of mediocrity like so many others.

Former CEO of Medtronic, Bill George, declared, “First you will have to un-
derstand yourself, because the hardest person you will ever have to lead is 
yourself. Second, to be an effective leader, you must take responsibility for 
your own development.”

4TH The Fourth Ingredient
It’s been said, “If you don’t know where you are going, any road will get you 
there.” I have encountered thousands of managers that didn’t have a plan. 
Yes, most have some idea of what their manager wants but haven’t turned it 
into a winning plan for their team. Every day they roll with the punches and 
are reactive to whatever happens.

https://www.linkedin.com/pulse/20141113110904-64275548-how-to-get-people-to-do-things?trk=mp-reader-card
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Every manager that wants superior results at any level needs a proactive op-
erational plan. It only has to be 1-2 pages. Identify your key goals and action 
steps. Review it with your boss to clarify expectations and then share it with 
your team. To make it an even better plan, involve your team in creating it. 
Why not rise above the norm?

Then monthly, at the least, review your progress. Use these questions:

1. What’s working?

2. What isn’t working?

3. What can we and I do differently 
and better?

This is common sense, but is also golden because so few managers do it 
or do it well. Activist Gloria Steinem said, “Without leaps of imagination or 
dreaming, we lose the excitement of possibilities. Dreaming, after all, is a form 
of planning.”

5TH The Fifth Ingredient
Managers who lack personal integrity often come across as arrogant, de-
meaning to others, aloof, and even immoral. These are character flaws. For-
mer Congressman Anthony Weiner of New York is a prime example. While he 
had a promising career, his sexting scandal and cover up led to his fall from 
grace. Incidents like this can happen anywhere. For example, three mid-level 
managers in one of my client’s organization had their careers derailed as well, 
for similar incidents on the company’s intranet. Do what’s right, not what’s 
expedient. Follow-through on your commitments or good intentions by 
doing what you say you are going to do.

Integrity matters. It’s defined as a consistent pattern of moral virtues, ethics 
and behavior that others admire, want to emulate and desire to follow. Man-
agers with integrity give their team hope in dealing with goals, uncertainty, 
problems, and setbacks. Through their consistent and admirable character 
they build faith in their team, that they can handle any challenge and maybe 
even achieve the impossible.

With leadership wariness rampant, personal integrity is the secret ingredient 
for the cure that makes up the antidote to management failure.

http://en.wikipedia.org/wiki/Anthony_Weiner
http://www.regent.edu/acad/global/publications/ijls/new/vol5iss2/IJLS_vol5_iss2_moorman_grover_leader_integrity.pdf


PAGE 42

Delegating 
Effectively: 

The Demons, 
Dividends 

and Details

CHAPTER EIGHT 



PAGE 43

“The inability to delegate is one of the biggest prob-
lems I see with managers at all levels.” says Eli Broad, 
the only person to found two Fortune 500 companies 
in two different industries. Research says that only one 
in three managers delegate well. In addition, only one 
in three of those are considered good at it by em-
ployees. I have seen far too many managers working 
long hours and are stressed out simply because they 
don’t want to or don’t know how to delegate. If this 
describes you, or you want to get better at it, read on. 

The Demons 
The first demon managers face with delegating is they fear the outcomes. 
They don’t trust the employee to do it right or the way they want it done. Or 
they are worried that an employee might do it better than they will. Worse 
yet, the employee might fail and it will be a bad reflection on them. 

The second demon is that they are closet micromanagers and feel they 
must maintain control. They are the ‘go-fer’ delegators Steven Covey often 
de-scribed (do this and report back). They want to continue to be the 
indispens-able go-to person who knows it all and can do it all. 

The third demon is a lack of perspective. They are only dialed in to their 
own career success and not that of their team. The end result of letting 
these demons run wild is usually longer hours, lots of stress, a team of 
robots, and eventually stagnant productivity as well as personal burn out.
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The Dividends
The payoff for delegating is twofold. First, you invest in developing your 
employees and give them an opportunity to expand their comfort zone and 
learn new skills. This is employee engagement to the nth degree, and more 
often than not it leads to higher performance. There may be bumps along 
the way and mistakes, but that’s part of the learning process. 

Second, delegate tasks that will free you up to take a longer term view of 
your goals, and focus more on top priorities you never seem to have enough 
time for. You can then look more critically at your own responsibilities and 
how you and your team can improve--even if you are doing well enough 
now. 

The Details
Please note: delegating is not a strategy to do nothing. I have to say this be-
cause I have come across some managers who delegate to get out of work. 
Laziness eventually leads to resentful employees and boss problems. Unfor-
tunately, many managers don’t know how to delegate. It’s often: “Here, do 
this. Let me know if you have any questions.” They abdicate their leadership 
role. In fact, they set up their people and themselves for failure. Here are sev-
en common delegating mistakes:

¸ Inappropriate person for the task or goal.

¸ Poor communication about expectations.

¸ Lack of praise for progress.

¸ No follow-through or coaching on the manager’s part.

¸ Micro-managing--looking over people’s shoulders.

¸ Seagull antics: yelling and squawking when it isn’t done the way the 
manager wants.

¸ Lack of delegation.
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To delegate effectively, thoughtfully review who to involve and what to del-
egate. Make sure you are willingly giving employees responsibility and ac-
countability for the process, timeliness, and quality of the task or project. 
How-ever, set them up for success too, by:

¸ First, clearly outline and clarify the tasks.

¸ Second, build confidence by beginning with small tasks then moving to 
larger ones.

¸ Third, set up agreed upon check-in time for coaching, questions, prob-
lems or to review progress.

¸ Fourth, give your employees whatever support, training, or resources 
they need to succeed.
¸ Fifth, at the end of the task or project, do coaching for learning and de-

velopment.

When managers delegate appropriately, it communicates to employees that 
they believe in them, and “I will help you win!”. I like these words by Mario 
Draghi, President of the European Central Bank: “I trust the people who are 
working with me. I delegate.”

Most people 
think they are  

performing better 
than they are;  
most people 
can perform 

significantly better 
than they are.

BY RICK CONLOW | RCI
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This leadership video will give you the steps to handle 
employee performance problems. You will learn:

 ¸ The Leadership Mindset in Dealing with  
Performance Issues

 ¸ 10 Examples of Poor Performance
 ¸ 3 Proven Methods for Dealing with Poor  

Performance

If you are a team leader, supervisor, manager or executive leader you will be 
confronted with poor performance. It goes with the territory.

To begin with, deal with poor performance as immediately as possible. Talk 
specifics with an employee not generalities. Also, most performance issues 
can be prevented. How? Hire better and set clear expectations. Do a great 
job planning with each employee, providing regular training, holding regular 
coaching sessions and communicating effectively. Without these behaviors, 

https://youtu.be/B3D4Z-b0Zxo
https://youtu.be/B3D4Z-b0Zxo
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managers cause many of the employee issues. 

The best managers develop their leadership coaching skills and learn how 
to deal with performance issues constructively and effectively. How do you 
know if you are successful at it? Employees become more motivated and im-
prove their results.

Many managers struggle with leadership because that can’t deal with poor 
performance. They either ignore it until the problems explodes. Or, they 
pounce on the employee right away, yell, criticize and tell, and give no help. 
Too many lack competence in the key people skills of empathy, listening, 
problem-solving, and giving feedback.

Most employees think they are performing better than they are, and most 
can perform significantly better than they are. You know you are moving from 
manager to leader when you routinely handle performance lapses so that 
employees do their jobs better and achieve improved results.
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Firing someone is among a manager’s least favorite 
things to do. For anyone with a heart, it’s the dreaded 
duty that comes with the title. But, for any leader that’s 
committed to creating an extraordinary team, it’s an 
inevitable reality.

When you’re put in this position, where you must let someone go, how do 
you do this well? There’s no secret solution that fits everyone across the 
board - but there are some ways to navigate this terrifying territory. Donald 
Trump’s approach on the Apprentice is not the model to follow. I have put 
together my most straight-forward suggestions, the five C’s.
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How to Fire Someone  
Humanely, Not Horrifically
1. Caution.
Nobody should be fired without some forewarn-
ing, unless the person is breaking the law or
known and accepted protocols. Make sure you
are coaching your employees effectively which
will minimize those that need firing. Give employ-
ees at least one notice that outlines your con-
cerns and shares your expectations. If an employ-
ee isn’t given a fair shot, it’s just not right to send
him packing.

2. Compassion.
Consider the circumstances of the employee. A
level of empathy and sensitivity is critical when
you fire someone because despite how uncom-
fortable you are, this is one of the worst things for
an employee to experience.

3. Candid.
Don’t drag the conversation out longer than it
needs to last-usually a few minutes. Get to the
point. Be straight-forward without losing your sin-
cerity. If you sugar coat your message, it’ll get lost
in translation. If you are too harsh or judgmental,
you’ll leave them feeling hopeless and resentful.
Do your best to balance hope and honesty.

4. Conserve.
Maintain your professionalism. Prepare for the
conversation, and consult your boss or human
resources for advice. Reserve a space that’s pri-
vate. You want to deliver the news to them in a
way that provides them with tangible feedback
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to apply in the future. This experience 
could developmentally progress them if 
it’s done well.

5. Complement.
Identify strengths in the employees you
fire, so that you explain to them what
they have to offer in other environments.
If you make it solely about what they’re
lacking, they’ll leave feeling worthless. If
you know of an opportunity that seems
to be suitable for them, share these op-
tions with them. Be genuine. If you are a
fake - you’re harming, not helping.

I leave you with a quote from Steve Jobs 
that will bring some hope to this hard 
process. The reason I share it is because 
it demonstrates that letting someone go 
can sometimes free individuals to move 
in unexpected ways. “I didn’t see it then, 
but it turned out that getting fired from 
Apple was the best thing that could have 
ever happened to me. The heaviness of 
being successful was replaced by the 
lightness of being a beginner again, less 
sure about everything. It freed me to 
enter one of the most creative periods of 
my life.”

Firing someone is just one of the tough 
tasks of a leader. But if it’s done well, 
your team will be better off, and even 
the employee you fire can be freed to 
find a better fit.

“I didn’t see it then, 
but it turned out that 
getting fired from 
Apple was the best 
thing that could have 
ever happened to 
me. The heaviness 
of being successful 
was replaced by the 
lightness of being a 
beginner again, less 
sure about everything. 
It freed me to enter 
one of the most 
creative periods of my 
life.”

STEVE JOBS
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8 Steps to 
High 

Performance 
Coaching

CHAPTER ELEVEN 
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Doesn’t it make sense if you are a manager that you 
become a better coach? There is just too much to do, 
too little time to get it done and the goals too big to 
think otherwise.

Coaching is a term we seem to reserve for athletics. It’s also a concept we 
deem necessary in that setting. All team players need coaching, right? No 
matter how good a sports team is, we always think it’s absolutely essential for 
the team to have a coach. Yet, when it comes to the business sector, too many 
managers and companies don’t do coaching with any consistency. Why is 
that?
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The Payoff for You and 
Your Team
Many managers don’t think they have the 
time to coach. Many more haven’t been 
trained adequately. Too many don’t quite 
grasp the concept of coaching, because 
they have never been effectively coached 
themselves, so they don’t really know where 
to start.

Passionate and diligent coaching leverag-
es your expertise and time by increasing a 
team’s productivity, customer service, and 
creativity. By coaching your employees-low-
er and higher performers-you are providing 
them with an example that they can carry far 
into their future. You gain a more successful 
employees and a better performing team.

With one client that was hard pressed by 
new competition, the following coaching 
model helped them gain, in less than one 
year, 20% in service satisfaction, and 75% in 
sales to existing customers. We have repli-
cated these kinds of gains time and again. 
Learn to coach well, and it can accelerate 
your career.

Coaching involves a deliberate methodol-
ogy to build rapport, ask questions, give 
advice, provide support, follow-through 
on previous conversations, develop confi-
dence, and improve results. Coaching is not 
micro-managing and limiting. If it is done 
right, it’s empowering and liberating.

“Passionate 
and diligent  

coaching 
leverages 

your expertise 
and time by 
increasing a 

team’s  
productivity, 

customer  
service, and 
creativity.” 
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The High Performance Coaching Model
One-on-one formal coaching sessions requires an investment in time (Usually 
30-60 minutes a session). I recommend at least monthly in most cases. The
sessions are valuable for these reasons:

 ¸ Promotes effective communication and trust.
 ¸ Creates an employee-manager relationship.
 ¸ Creates an atmosphere of continuous improvement.
 ¸ Helps businesses and employees reach and exceed their goals.
 ¸ Aids daily performance management.

STEP 8 
Schedule another 

meeting and show your 
appreciation for the 
employees’ efforts.  

STEP 1 
Pre-meeting 
preparation

STEP 2 
Greeting

 STEP 3 
Ask an employee to reconfirm his or 

her goals and to share results and 
progress agreed upon plans. 

STEP 4 
Ask the employee 

to tell you how and 
why they made their 

decisions. 

STEP 5 
Seek solutions and build a new plan on how to 

improve the results.  

STEP 6 
Keep plans and 
commitments. 

STEP 7 
Summarize your  

discussion and an  
updated action plan in 

writing.

1

2

3

4

5

6

8

4

7

RICK CONLOW iNTERNATIOAL
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STEP 1 
Pre-meeting preparation 

 (action plans, numbers, goals, etc.)

STEP 2 
Greeting  

(be positive, do some small talk,  
ensure privacy.)

STEP 3 
The bottom-line is be a good listener. 

Your goal is to help an employee or the 
person you are coaching to solve his 
or her own problem through creative, 
innovative or common sense thinking.  

Use the ASK Model of questioning. Engage 
the employee in a dialogue about their 

goals, action steps, problems, and potential 
solutions. As you talk, praise progress, 

recognize good performance, and identify 
areas to improve. Ask with these types of 

questions to begin:

 ¸ How is it going 
since we met last 
time?

 ¸ What progress did 
you make on your 
goals and action 
plans?

 ¸ What went well?

 ¸ What didn’t go 
well?

 ¸ What areas do you 
need help?

STEP 4 
Ask the employee to tell you how and 

why they made their decisions. Ask these 
kinds of questions: 

 ¸ What was your 
thinking process?

 ¸ What did you do 
next?

 ¸ What more could 
you have done?

 ¸ What can you 

differently or better 
next time?

 ¸ How can I help you?

STEP 5 
Seek solutions and build a new plan on 

how to improve the results. Ask questions 
like these:

 ¸ What other ideas 
do you have for 
improvement next 
time?

 ¸ What do you think of 
this idea... ?

 ¸ Did you try... ?
 ¸ Are you open to 

some suggestions?
 ¸ Have you thought 

about trying... 

 ¸ This is what I 
recommend... 
(Yes, in many cases, a 
manager or coach does 
need to make suggestions 
or recommendations. Not 
all employees will come 
up with good plans or 
ideas. Now, don’t start 
here, you precede your 
thoughts by doing a good 
job of communicating with 
thoughtful questions and 
active listening.)

STEP 6 
Keep plans and commitments. Make sure to 

review all key action steps from the last meeting. 
Set new goals and action steps if necessary.

STEP 7 
Summarize your discussion and an updated 

action plan in writing. (Keep it more informal, 
on 1-2 pages if you can). This will help with 

performance reviews later.)  

STEP 8 
Schedule another meeting and show your 

appreciation for the employee’s efforts. 
Ensure that you follow-through.

Here are eight formal coaching steps that the best managers do, and the worst 
managers don’t do or don’t do very well. In order to get a gauge as to where you 
might stand on the coaching spectrum, evaluate how you think you do in each of 
these areas.
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Notice you ask a lot of questions. You need to be a good listener; and you stra-
tegically give feedback and guidance. Coaching is not a place for yelling and 
telling. Managers who do that are archaic., just note that all of your other work 
related interactions with employees-texts, in-person or virtual meetings, casual 
encounters, phone conversations- support or detract from your coaching 
efforts.

An Antidote for Employee Disengagement
One-on-one coaching is specifically about effective communication and per-
formance. You talk about goals, expectations, problems, and solutions to those 
problems. You give employees positive feedback about their efforts while 
identifying performance issues clearly and directly. You develop employee 
skills and attitude about getting the job done well and achieving the best re-
sults. You train employees to think proactively when faced with challenges, and 
obstacles. All of these actions help create robust employee engagement.

Over the course of time, the coaching process teaches employees problem-
solving skills they can execute more effectively on their own. They become 
more innovative and learn to take initiative to go the extra mile. Excellent 
coaching actually saves you time. Managers really can’t afford not to coach but 
it’s becoming a lost art.

So, if you’re hesitating about whether or not high performance coaching is for 
you, ask yourself this next question. Which team would you feel more confi-
dent cheering for during World Cup Soccer match,  one that had no coach, or 
one that had a coach with a championship reputation?
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How to GET 
Feedback 
When You 

Are the 
Leader

CHAPTER TWELVE 



PAGE 60

When you’re the manager, it can be downright  
difficult to get candid critiques or compliments that 
aren’t coated with ulterior motives or filtered by fear. 
Your team doesn’t want to tell you something that 
might put them on your “bad side”, so they choose to 
tell you that which is more likely to land them on your 
“good side”.

Getting honest-to-goodness feedback from reports isn’t as easy as one might 
think. Yet, here’s the thing: it’s pivotal to a leader’s success and development. 
Not only that, it’s necessary for a team’s success and development. The better 
the manager becomes, the better the team becomes. Exceptional leaders live 
this out; they know that it’s their job to persistently and carefully request 
feedback.

Hearing the feedback
Most leaders wait to see if feedback comes their way; not only that, but typ-
ically, they hope it doesn’t. If it does, it forces them to take action or be ac-
countable - in ways that they never really wanted. Controlling leaders don’t 
want it and shut it down when it comes. One sales executive told me he had 
an open door policy. Later that week, I noticed a sales manager go in his of-
fice. I overhead the executive yell: “Why are you interrupting me over this? If 
you can’t handle it, I will find someone who can.”

If you’re wondering which camp you belong to, ask yourself now: What have I 
done in the last week to solicit feedback from my direct reports? Requesting 
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feedback is ACTION-ORIENTED. 
You must do something if you want 
to know what to do better. Are you 
worried that the report of your re-
ports isn’t going to be all that re-
markable? That’s understandable; it 
can be very frightening to open our-
selves up to an open-ended ques-
tion like, “What do I do as a leader 
that isn’t so great?” The great news is 
that just by asking the questions 
and valuing the answers you are 
communicating a whole different 
kind of message to your team. 
You are becoming a better leader 
just by asking for their insights. 
Do you see how simple this is?

This takes a lot of courage and 
humility, but it’s leaps and bounds 
above any other feedback solic-
iting approach. ASK and LISTEN. 
Keep encouraging your team to 
tell you the truth. Keep honoring 
their honesty. Keep creating a 
space that protects people’s opin-
ions. If you want to become the 
leader your team longs to follow 
you need to know what it would 
take for them to collaborate with 
you. Plus, you will gain new ideas 
and bolster your team’s commit-
ment to excel.
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Acting on the 
feedback
Here’s an example: Dave is CEO of a business of about 250 employees. He 
believes in people and their potential. He asks his employee team for for-
mal feedback 2-3 times a year through individual departments meetings. He 
starts by explaining his vision and high expectations for their performance. 
He adds that all employees should expect the best from him, too. Then, he 
facilitates a session seeking ideas, and what they like or don’t like about how 
he runs the business. He writes the comments on a flipchart, clarifies where 
needed and replies with thank you. He also schedules office hours for 
people to meet with him one-on-one or in small groups.

After a couple of weeks, Dave holds the department meetings again. This 
time he summarizes what he heard, entertains questions, and reviews what 
he will do or won’t do and why. Dave’s business has employee turnover 5x 
below industry averages, a waiting list of people who want to work with him. 
He is also a leader in his market every year in sales, profit, and customer ser-
vice. Robert Kiyosaki says, “Critics only make you stronger. You have to look at 
what they are saying as feedback. Sometimes the feedback helps, and other 
times, it’s just noise that can be a distraction.”

In reality, managers are always getting feedback in subtle ways from em-
ployees. The key is if they are paying attention to it. By asking for feedback 
regularly from others (co-workers and the boss, too), listening to it, and 
acting on it leaders are more apt to create a culture of trust. This type of 
feedback increases leadership effectiveness. It will also foster a team that’s 
more committed to becoming better in an honest and open environment. 
Soon receiving and hearing feedback will feel as natural as a wind that blows 
on a warm summer afternoon. Remember these words by Ken Blanchard, 
“Feedback is the breakfast of champions.”
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7 Methods for 
Conducting 

Masterful 
Meetings

CHAPTER THIRTEEN 
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“A meeting is indispensable when you don’t want to 
get anything done.” says author Thomas Kayser.  
Every day, millions of meetings are held worldwide. 
Research suggests that half of them are wasted time 
and most bore people to tears. Statistics show the 
79% of professionals do other work in their meetings 
and 39% admit to dozing off for a few minutes.  
Obviously, there is room for improvement. Managers 
spend 25-80% of their time in meetings. Plan your 
meetings like the great conductor Arturo Toscanini 
who gave thrilling performances of legendary  
precision and drive.

One of my customers asked me to do 
a customer experience meeting with 
his third shift team starting at 10:30 
pm. He was having trouble with their 
productivity. I agreed. I showed up 
early to prepare final details for the 
meeting, and I walked through the 
shop to talk to team members one-
on-one. I rearranged the meeting 
room so it was conducive to positive 
communication and organized all 
materials. Some team members 
showed up a few minutes early, and I 
welcomed and recognized each 
person as they arrived. Some 
slouched in their chairs as if this was 
going to be a boring event. The 
manager came in right on time said 
hi to me and told his team, “This is 
Rick, he will do the meeting. 

Pay attention.” Then the manager went 
home for the night.

Sound like a nightmare? However, 
within 10 minutes everyone was en-
gaged and we had an awesome one 
hour meeting. I continued meeting 
with them over a period of months to 
solve key problems. I eventually en-
gaged the manager, too. Together, we 
achieved significant productivity and 
quality gains in a short period of time. 
Why was I able to accomplish this? I 
have learned how to conduct effec-
tive meetings. Too many managers 
don’t do that and keep making the 
same mistakes over and over. See my 
article, The Top Ten Meeting Mistakes 
and How to Avoid Them. 

http://www.amazon.com/Building-Team-Power-Collaborative-Productivity/dp/0071746749/ref=sr_1_1?s=books&ie=UTF8&qid=1404750338&sr=1-1
http://www.okstate.edu/ceat/msetm/courses/etm5221/Week%201%20Challenges/Meeting%20Analysis%20Findings%20from%20Research%20and%20Practice.pdf
https://www.linkedin.com/today/post/article/20140708003303-64275548-the-top-10-meeting-mistakes-and-how-to-avoid-them?trk=mp-reader-card
https://www.linkedin.com/today/post/article/20140708003303-64275548-the-top-10-meeting-mistakes-and-how-to-avoid-them?trk=mp-reader-card
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Here are SEVEN approaches that 
have helped me do a significantly 
better job facilitating meetings - they 
are masterful only because few peo-
ple use them.

Know your purpose and create an 
agenda to achieve it. For example, 
in sales departments, a weekly sales 
meeting is often held to: share re-
sults, review plans and marketing 
efforts, praise sales leaders, train 
on sales skills or moti-
vate. Send the agenda 
out ahead of time if you 
can or re-confirm it at the 
beginning of your meet-
ing. Robert Half research 
shows that the biggest 
reasons for poor meetings 
relate to this lack of direc-
tion. Don’t just do a meet-
ing to meet. Be different, 
be better.

Set a timeline and keep 
to it. Start your meeting 
on time and end on time. One phe-
nomena that is happening today 
everywhere is the extended meet-
ing, especially virtual conferences. 
The schedule may say thirty minutes 
but it ends up being sixty minutes or 
more. This happens so often today 
it’s an epidemic and it’s an expensive 
waste of people’s time and intellect. 
How many frustrating meetings have 
you been in that start late or go late? 

Get a stopwatch, use a timekeeper 
or learn to be disciplined. Value peo-
ple’s time and they will value yours.

Start Positively. The meeting begins 
before it starts. Be prepared. Change 
the meeting room around. Meet in a 
new location. Decorate your meeting 
room. Begin by discussing the key 
agenda items, but don’t always be so 
predictable. Do a warm-up exercise. 
Use music, props or do a jig (maybe).

Engage the participants. 
Each person at the meeting 
can add value. Some are 
always more involved than 
others. Use small group dis-
cussion techniques to help 
everyone get involved. Do a 
skit or role-play. Use less 
PowerPoint and use live 
projection. Praise helpful 
participation.

Facilitate effectively with 
enthusiasm. As the leader 

of the meeting, you must have some 
passion for what you are doing. Fire 
up! Also, be a good listener, allow 
others to talk, moderate the time for 
all input, praise contributions, handle 
disagreements constructively, give 
feedback that is helpful, keep the 
meeting on task, and build 
consensus successfully. To do this 
well, it takes practice, study, and 
training. YOU can do it.

Don’t just 
do a  

meeting to 
meet. 

Be  
different, 
be better.

http://rhmr.mediaroom.com/meetings-management
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Take notes. It’s helpful for the leader 
if someone else is assigned to take 
minutes of your discussions. Then the 
leader can focus on the meeting. Few 
people have a perfect memory. With 
note-taking you will have a record of 
key points and decisions achieved in 
the meeting.

Close-powerfully. Recap key points to 
reinforce decisions and next steps. Too 
often different people will have differ-
ent perceptions of what happened. 
This step minimizes this concern. End in 
a dramatic fashion: give a short speech, 
show a motivational video, or add 
some drama. Finally, follow-through on 
decisions and keep your commitments.

As a meeting leader you must pay at-
tention to the content of the  
meeting - this involves the specifics of 
the topic. You also have to  understand 
the process of the  meeting - how 
people work together. Always evaluate 
your effectiveness and what you can do 
to improve.

Columnist Dale Dauten said, “A meet-
ing moves at the speed of the slowest 
mind in the room. In other words, all but 
one participant will be bored, all but 
one mind underused.” Master these 
seven areas. You will lead meetings 
that are productive, energize your 
team, and highlight your leadership  
capabilities.
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Employee 
Engagement is 
Not a Survey or 

Action Plan; 
It’s Ownership

CHAPTER FOURTEEN 
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Most companies use employee engagement surveys 
to track statistics and dictate activity. It really is about 
command and control and nothing to do with  
engaging people. Then, of course, the results are  
given to leadership to tell them what to change or  
improve to get better. This is a bi-polar way to  
apply employee surveys. 

Years ago, these kinds of organizational surveys were intended as vehicles 
to identify barriers to change, in order to increase teamwork, better partici-
pation, and enhance employee morale. They were designed to involve em-
ployees at a significantly higher level. Today the effort has been perverted. 
Too many company surveys lead to directives by management and actually 
create employee disengagement. The current state of affairs show this, 
with 85% of employees disengaged worldwide.

Employee  
engagement is 
not a survey or 
an action plan, 
it’s ownership.

http://www.gallup.com/poll/165269/worldwide-employees-engaged-work.aspx
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For example, a Fortune 500 chemical 
manufacturing company demand-
ed that their divisions create plans for 
increased employee engagement. 
They by-passed employees in all 
discussions! What was said and what 
was actually done did not mesh, and 
certainly did not result in the employ-
ees feeling involved.

In that same company, my team coun-
termanded that order by designating 
one department head to facilitate in-
depth employee feedback and plan-
ning sessions. This department head 
had the highest employee engage-
ment scores when the next survey 
was conducted. More importantly the 
morale and productivity were lifted.

The obstacle to most leaders is that 
they have to give up some control 
and be willing to share it, to make 
it work.  Leaders need a change in 
perception to believe that other peo-
ple are valuable and may have some 
insightful ideas and opinions to make 
things better. Employees won’t re-
spond if they feel gamed, manipu-
lated or controlled. The great tools 
that have been created to get input 
have unfortunately been bastardized 
into being a means for merely gain-
ing more control. It has nothing to do 
with providing ownership.

If employees have ownership it 

means they are asked for their input 
and that some of it is used to help im-
prove outcomes or the working envi-
ronment. It equates to involvement in 
some decision-making. It leads to 
really collaborating with employees 
by listening to their ideas for ways to 
truly innovate. Employees then influ-
ence what happens in a company, not 
just by execution but by their intelli-
gent contributions, too.

Recently, I attended a company’s 
employee CX team meeting. The 
manager did nice job of facilitating 
the discussion, generating comments 
from everyone. Soon it became ap-
parent that one of the company’s 
golden strategies for quickly serving 
customers wasn’t working. The man-
agement team had been trying to im-
prove it for months. The employees 
identified the problem and had a few 
solutions in minutes. In situations like 
this, if employees are heard and their 
contributions are valued and used, 
they then become owners of the plan 
and outcome. Too many leaders are 
threatened by this and frequently lack 
the skill to manage it effectively.

Unfortunately, survey tools for get-
ting employee feedback are a scam 
by executive leadership to give the 
appearance of participation. What it 
leads to is a crack down on what lead-
er’s call “responsibility” and “account-
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ability” to enhance key measures. 
There is no trust. One CEO coined 
this phrase that summarizes the state 
of the art in employee engagement 
by saying, “I am all for employee 
involvement as long as they come up 
with what I want.”  Legendary team 
builder, the late Dr. John Jones, has 
crystallized this approach, saying, ”As 
managers, we come to people and 
say, ‘Bring me a rock. No, 
THAT rock’.” [Cynicism intended.]

You can’t make people give their best 
to you. Instead, they give their best 
to their church or synagogue, soft-
ball team, kid’s soccer team or some 
other leisure activities. You can create 
a positive working relationship and 
environment where people will want 
to give you their best energy and 
efforts.. That requires valuing people, 
investing in the relationship, which 
begins to foster ownership. This 
equals the thesis of the book.

Do you really want engagement?  Do 
you want higher morale and un-
bounded effort by your team to fix 
wicked problems?  Do you want un-
dying loyalty to you, the company, 
customers and and exemplary perfor-
mance?  Here is a roadmap, with four 
proven approaches to inspire your 
team to their personal best results. 
Each is defined with a particular 
method and example, keep in mind 
there are many potential methods 
and examples. The magic isn’t in the 
method--it’s the positive relationships 
you build, facilitating the method that 
matters most.

These strategies transcend gener-
ational differences which more and 
more research says don’t really mat-
ter that much. Instead, this roadmap 
requires treating each person as 
unique and then providing opportu-
nities for them to engage in their jobs 
at a higher level.

INPUT INVOLVE INTERACT IMPROVE

ROADMAP FOR EMPLOYEE ENGAGEMENT
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INPUT
Ask employees for input 
(Yes, some leaders actually 
do this.) in a meeting and 
be willing to listen and use 
some of it, or don’t ask.   If 

you really don›t want to know, you 
will cause more harm than good. 
When you ask, they may see it 
differently than what you expect. 
Listen, and don,t rush to respond 
immediately. Seek to understand.

After you have heard your employ-
ees’ comments, you will want to or-
ganize your responses and report 
back to your team. Ask clarifying 
questions and for examples. Your 
goal is to listen and learn. Have 
someone take notes. Focus on the 
good news, and then review the 
areas that need to be better. This 
process may include the “boss” 
making some changes. The boss 
has to own their problems and be 
willing to change.

One client manager came up 
to me after a CX and Sales re-view 
meeting. He said, “This stuff 
doesn’t work here. Our business is 
different and so are the people.” I 
asked if we could talk about it so 
we went into a conference room. I 
asked him a series of questions to 
identify his concerns and where he 
was in executing the team plans. 
Then, I asked to see his business 
results and how he stacked up. (I 
knew what they were.) He was in 
the bottom third of his company. 
I asked if was willing to try the ap-
proaches so he maybe could make 
progress on his goals. I gained his 
commitment. Two months later we 
met again. He shook hands with 
me this time with a big smile and 
added, “It works!” He had moved 
to the top third!

INVOLVE
Individual coaching is the
purest way to involve em-
ployees. Coaching isn’t 
telling. People will most 
often only do what some-

one tells them to do, no more or no 
less. To make truly effective coach-
ing, you need a balance of both 

them talking and you talking. Have 
coaching sessions with all employ-
ees regularly. I recommend monthly 
at the minimum. Consider the ASK 
Coaching model:

 ¸ A-Ask questions instead of 
telling
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 ¸ S-Seek solutions collaborative-
ly

 ¸ K-Keep commitments cooper-
atively

Most managers don’t do coaching 
because they say it takes too much 
time. What could be more important 
than investing time in your greatest 
resource-your team? One compa-
ny we worked with implemented 
this approach to coaching. They 

increased customer retention, and 
sales to existing customers by 75%.

Asking questions and listening cre-
ate a relationship of respect and 
trust that fosters ownership. The goal 
of coaching is to acknowledge a per-
son’s potential greatness, let them 
have good ideas and appreciate 
their uniqueness. You don’t compete 
with them to win. You help them be-
come their best self.

Craft your team plans together. You use their ideas, through brain-
storming and cooperative analysis. Problem-solve and design 
goals and action steps that everyone has had a voice in. It’s not the 
leader’s plan; it’s the team plan. Create subgroup action teams of a 
few employees to find ways to change a work process, or custom-

er policy. If we support them properly, they invariably find ways to improve 
safety, reduce cost, drive out waste, or improve customer service.

My team conducted strategic planning sessions for a manufacturing com-
pany using this method. We had all managers involved, many of whom had 
15-20 years experience. Few had ever participated in a collaborative plan-
ning process to improve the business. It renewed their energy and commit-
ment.

INTERACT

Bill doesn’t enact employ-
ee engagement action 
plans nor use the latest 
Gallup survey. Instead, he 
believes in people, listens 
to them, 

and values their contributions. It 
is personal with him. He knows the 

bottom-line impact, as his compa-
ny led their market in sales, profit 
and customer satisfaction for fifteen 
years.

How does he do it? Three or four 
times a year he holds a series of 

IMPROVE
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employee meetings which included his management team. He tells em-
ployees how very much he appreciates their hard work. He acknowledges 
his high standards and that he asks a lot of everyone. He adds they should 
ask a lot and have high expectations of him as well. He describes the pur-
pose of the meeting is to get their feedback, both positive and negative. 
He brings in a flip-chart to take notes, and then lets the employees talk. He 
asks only clarifying questions. The meeting takes about 1 1/2 hours. At the 
end of the meeting he thanks them. He gives them four follow-up steps:

 ¸ If they wanted to share more, he had office hours set up for the next 
two weeks with that in mind.

 ¸ He would meet with the management team twice as a group to get 
their thoughts, ideas, and to share the employee feedback. They  
discus changes and ways to improve.

 ¸ Within 4-5 weeks he would come back to them and share what he 
heard. He would also share what would or wouldn’t be done.

 ¸ Employee teams would follow-up on key issues for further input and 
planning.

I sat in on some of his meetings. In one, an employee said, “Sometimes 
you are an **shole”. Bill wrote it on his flip-chart!  In a follow-up meeting he 
responded to a concern about raises. He said he wanted everyone to make 
more money. Every year he would give  a cost of living increase. But, he 
added, the way for every employee to get a raise was to perform at a high 
level and hit the incentive levels. He stated emphatically that his employees 
made more money than the competition.

Few leaders would ever use this approach because they simply don’t care. 
Bill is altruistic in approach but he certainly makes a nice profit, too. By the 
way, his company has little employee turnover and always has a waiting list 
of people wanting to work with him. Employee engagement meant prog-
ress to him. Through his personal touch his team owned their results and 
they excelled. That’s employee engagement!
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Do you need a breakthrough with a team that is 
“stuck”? Has your manager challenged you with  
bigger goals this next quarter? Do you want to  
better results with your team this year? Here is a  
simple but powerful model for creating a high  
performance: HP= CE (C+C+C). This High  
Performance Formula is a roadmap to help you focus 
on leadership practices that matter. It evolved from 
working with over 100 companies in diverse settings 
and summarizing what the best managers did to  
outperform others. Let’s get into it and define each 
part.

High Performance 
This means exceeding your goals not just reaching them. It also means find-
ing ways to become consistently better so your reach new heights. The best 
managers know that people who are “turned on” can achieve extraordinary 
results. They studiously facilitate the elements of the High Performance For-
mula (whether they know the framework or not) to bring out the best in their 
teams.

Clear Expectations 
All good performance starts with clear expectations and goals. It is all about 
working together to achieve priorities. It is also about doing better, and what 
the payoff is for everyone. The best managers communicate this on an indi-
vidual level, and team level. This is important because 80 percent of perfor-
mance problems come from the lack of clear expectations and recognition. 
Once goals and plans are established, these leaders review and reinforce 
outcomes regularly.
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One excellent manager used large colorful goal charts-that tracked perfor-
mance daily-for her department of forty employees. Team leads supervised 
smaller groups. When she began this process, she offered her teams pizza 
for lunch when they exceeded their goals. (She had a limited budget.) A few 
months later, she called and said, “Rick they are getting tired of pizza what 
should I do?” I said, “How about Subway?” She goes, “Good idea.” Her  
department regularly outperformed peer groups. He manager’s boss 
couldn’t believe what was happening. The other managers thought her  
approach was childish. She received the promotion; they didn’t.

So, how do you do this so it works? Meet with each employee one-on-one. Do 
a planning meeting with your team, use their input to create a better plan. 
Follow-up on the one-on-ones at least monthly. Update results daily, weekly 
and monthly. Re-engage your team planning at least quarterly. In addition, 
communicate about results and give rewards for progress. A district manager 
in Chicago applies this relentlessly but constructively with his store leaders. 
His team consistently outperforms other districts, which do goals and plan-
ning annually following the company policies.

Done well, setting clear expectations has a multiplier affect on the other ar-
eas because employees are positively focused on what’s most important.

Competence 
Competence is about the employee’s job skills and knowledge. In any profes-
sion, the best performers continually practice and train to get better at their 
career. A concert pianist puts in untold hours to play with effortless grace. 
Baseball players work-out during the off season to prepare for the regu-
lar season. They also go to spring training, and continue to practice before 
games throughout the year.

Why isn’t this done more in business? At the most, everyone is “trained” once 
a year and you are done. The best managers train their own employees more 
than others do. They use the services of their HR group, but they don’t totally 
rely on them because the training department usually has a tight budget. A 
sales manager in Minneapolis conducted three 30-60 minute training ses-
sions for his sales team a week. He regularly led his market in sales, and cus-
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tomer satisfaction surveys. In a busi-
ness in Montreal, the regional vice 
president had his managers taught 
how to do deliver weekly customer 
service rep training. For three years 
in a row his division led the 
company in service and sales.

Fortune magazine’s 100 best com-
panies to work for consistently pro-
vide an average of 50-60 hours of 
training or more per employee per 
year. You might not have that kind 
of budget or training department 
capability, but don’t worry about 
this. Learn and equip yourself with a 
basic understanding of training prin-
ciples. Managers who do this are the 
best trainers of their teams. It’s not 
always teaching people what they 
don’t know; it’s also reviewing their 
current skills and refining what they 
are capable of doing.

Think about these first two parts 
of the High Performance Formula: 
clear goals/expectations and com-
petence. You have to focus on these 
as a leader. If not, it’s like an athlete 
preparing for the Olympics without 
measuring his or her performance, 
or training every day. That would be 
a recipe for failure. As a manager, 
if you do these two steps well, over 
time you will gain a positive impact, 
and begin to set yourself apart from 
other managers.

Commitment
Commitment involves employee will-
ingness and desire to do the job well. 
Most people have this to a certain de-
gree, because they want a paycheck. 
People go to work for their reasons and 
most people want to work to fulfill their 
career desires. The work itself creates 
the motivation to do the job. This is only 
a starting point for the best managers.

Greg is a General Manager in Bismarck. 
His team routinely outperforms offices 
in bigger cities: LA, Atlanta, and Min-
neapolis. How does he do it? He says, 
“It’s all about my people.” Everything 
he does is purposely designed to en-
courage, and motivate his team to do 
well and to be their best. And, he does 
it with genuine care, enthusiasm, and 
relentless focus. He expects to be #1, 
he trains and coaches religiously, and 
he does it with energy and fun. A won-
derful thing happens, his employees 
respond with extraordinary results. 
Actions like Greg’s inspire people to 
engage their work with passion and joy.

Never forget this, how employees are 
treated determines if they go the extra 
mile. Most people don’t automatically 
do this. If you treat people like stones, 
they will act like it. If you treat them as 
champions; they will become champi-
ons. Steven Covey said, “Always treat 
your employees exactly how you want 
them to treat your best customers.”
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Climate
This is all about the work environment. 
Is it supportive or not? Climate  
involves:

 ¸ A positive or a negative  
atmosphere

 ¸ Clear goals, not ambiguity

 ¸ High standards or mediocrity

 ¸ Listening, not telling

 ¸ Recognition, not criticism

 ¸ Teamwork, not isolationism

 ¸ Defined values, not confusion

 ¸ A sense of purpose, not  
business as usual

 ¸ Fun and having a good time, not 
boring and routine

 ¸ Innovative, not same old same 
old

 ¸ Integrity, not disreputable  
practices

The climate you create in your department or team sets the tone for overall 
employee behavior and attitudes. The best manager’s prep their team’s cli-
mate like a maestro tuning their Stradivarius violin. Their effort trumps what 
the company does. A manager at a recent leadership seminar explained it 
with this negative example:

In my department nobody likes their jobs. The manager comes in every morn-
ing, goes straight to his office and slams the door shut. He comes out a num-
ber of times during the day about a problem. He issues commands and yells 
at everybody. It’s the same every day. One day, I stopped the manager before 
he made it to his office in the a.m. and said it would be nice if he could talk to 
us and say hello. He responded by saying he didn’t have time for that trivial 
bull____. Everybody hated the place and couldn’t wait to get home at night. 

What do you think? Which group of employees will perform better: the team 
that is consistently challenged, trained and supported, or the team that is 
treated poorly or indiscriminately? John Buchan, former Governor General of 
Canada said, “The task of leadership is not to put greatness into people, but 
to elicit it, for the greatness is there already.” Now, how can you use the High 
Performance Formula to help you bring out the best in your team and accel-
erate their results?
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People want to be great, and if they aren’t, their 
leaders are the obstacle. This may sound harsh, but 
it’s only because I know that people are the greatest 
resources of a company, and can achieve amazing 
results. The role of leaders is to reveal the true 
potential of their teams, and to bring out the best in 
each person in order to achieve company objectives. 
I have come across too many managers that have low 
expectations of their people and blame their failures 
on everyone and everything but themselves. The 
possibilities for astounding performances are endless. 
For example: 

 ¸ Erik Weihenmayer, a blind man, climbed Mount Everest.

 ¸ Mackenzie Brown, a young girl, pitched a perfect game in boy’s base-
ball, striking out 18 players.

 ¸ Cliff Miedl survived 30,000 volts and became an Olympic athlete.

 ¸ Cliff Young, a 61-year-old farmer, won the world’s toughest ultra-mara-
thon.

If only managers learned to tap this kind of potential in their employees.

At the presentations, meetings and seminars I conduct, the number one 
question I get from managers is: How do I motivate my people? Employee 
morale today is low across industries. The Conference Board reports that 
more employees are unhappy with their jobs than at any other reported 
time in the past. Worldwide, 85% of employees are disengaged. Employees 
report that they get little recognition and appreciation at work, and too 
many employees don’t like their boss. These work environments don’t 
inspire em-ployees to deliver their best at work. In fact, these attitudes lead 
to more sick 

http://www.gallup.com/strategicconsulting/164735/state-global-workplace.aspx
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time, more workers’ compensation claims, 
more on-the-job accidents, fewer sales, low-
er productivity, inferior quality, and poorer 
customer service levels.

My business partner, Doug Watsabaugh, 
and I studied all of the leadership gurus, and 
over 100,000 managers in the guts of com-
panies across the globe, in more than ten 
industries. From this research we identified 
nine practical and proven strategies, and the 
crucial value of trust defined as integrity and 
caring. See our book for specific details and 
definitions, SuperSTAR Leadership. 

Considering the fact that a Gallup report that 
at least 82 per-cent of managers today fail, 
these “success secrets” of great managers 
are desperately needed. (Note the study 
and the potential payoff or need by each)

1. Clear Goals & Expectations – Locke &
Latham – 16% improvement.

2. Training – ASTD Study – Companies
in top quarter of training expense
($1,500 per year or more) average
24% higher profit margins.

3. Communication – Wyatt Study – 30%
increase in market value.

4. Coaching – Personnel Management
Association – 88% impact.

5. Leadership Flexibility – Blanchard,
Hershey, Goleman – 15-20% more
results.

6. Recognition – Jackson
ROI Study – Triple return
on equity for companies
with more recognition
than companies with less
recognition.

7. Promotions/Incentives
– Performance Improve-
ment Institute – 22% im-
pact on results.

8. Customer Loyalty – Bain
Research – a 5% improve-
ment in customer reten-
tion improves profits by
25% or more.

9. Hiring – Personnel Policy
Service – the wrong hire
costs 3 times the annual
salary amount.

10. Trust - LRN Ethics study -
73% of employees face
ethics issues on the job.

As a result of our research and 
experience we designed the 
SuperSTAR Leadership Model. 
Each strategy reinforces a key 
employee motivation. Do these 
concepts work? Individually 
yes, if consistently applied, but 
they are most powerful when 
seamlessly melded together. 
It’s not a menu to pick just what 
you like. It’s about commit-

http://wcwpublishing.com/wcw-programs/performance-improvement-books/superstar-leadership-model/
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ment, not perfection, while blending in 
your personality to reach sustainable 
results.

We found that many managers fail 
because they quit learning and only 
implement bits and pieces of these 
approaches. In addition, too many 
leaders are self-serving and focus on 
their needs and career aspirations at 
the price of their employees’ morale. 
We found that for exemplary leaders, 
it’s all about their teams. We also found 
superb outcomes are the byproduct of 
a caring ethical approach, while apply-
ing key skills consistently and passion-
ately. This is what separates the best 
leaders from the rest. It is about servant 
leadership.

Managers need to become “students 
of the game.” The late Stephen Covey 
said, “Sharpen the saw.” He encour-
aged all leaders to enhance the  

greatest asset they have--YOURSELF. 
We say, develop your leadership skills 
like an athlete aiming for the goal 
medal in the Olympics. Sadly, that 
doesn’t happen enough as the data 
above describes.

Managers also need to become more 
employee-focused to create needed 
employee engagement. Two key  
questions drive this: What is it like to 
be supervised by you? What does your 
team need from you to succeed? 

Congratulations, you are reading this book 
and moving in the right direction!

It’s been said that to be all you can be, 
you must dream of being more.  
Challenge your pride. Dare to change 
and reach higher to help your team 
achieve the performance it is capable 
of delivering. If you want your team to 
be better, you must be a better leader.

RICK CONLOW iNTERNATIONAL

COACHING

LEADERSHIP
FLEXIBILITY

COMMUNICATION

TRAINING

RECOGNITION
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Early in my career, I had the privilege to work for a 
couple of companies that believed in lifelong learning 
and training. I attended over 100 leadership seminars 
and conferences. Many of these programs talked 
about “leading by example.”  I asked myself, “What do 
they really mean by that?” While each course provided 
an overload of helpful leadership strategies, none of 
the trainers or facilitators really ever specifically said, 
“Here’s what it means in detail...”  So I made it a quest 
to learn and define it.     
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Over time, I noticed that managers often had a glazed look in their eyes 
when I would say to “lead by example.” The phrase had become a platitude, 
like “communicate better.”  I added discussions in leadership meetings and 
coaching sessions, to hear from others and find out what they thought it 
meant. Eventually I made a list of traits I had learned from those experienc-
es. Below are those traits. Why not use this list to check yourself and/or your 
current boss?

If you are a manager or an aspiring one, how do you know if you are leading 
by example? Here are 21 specific traits to benchmark yourself. Use a scale of 
1-6. Mark a 1 if it is very infrequently like you, 6 means it is very frequently like
you. Answer as you think others would see you, not how you would want to
be.

YOU... 

1. _____lead with integrity.

2. _____conduct your life/business honestly.

3. _____share a compelling vision for your team.

4. _____follow-up on your commitments.

5. _____live in such a way that your behavior and values match.

6. _____do what you ask your team to do by demonstrating and
coaching.

7. _____treat all people respectfully.

8. _____do not need to drop names, situations, or events in
conversations to impress people.

9. _____strive to do the right thing, not the expedient thing.

10. _____stay honorable to your values and what is right, even
when under pressure or temptation.

11. _____admit mistakes and apologize.



PAGE 87

12. _____include humor in your work but not poor taste in hu-
mor.

13. _____are quick to praise and give recognition to others.

14. _____do your best on any given day and encourage others to
do so as well.

15. _____deal with everyone fairly and stay away from favoritism.

16. _____show true enthusiasm for your work and goals.

17. _____communicate positively with people at any level.

18. _____offer constructive criticism--no biting negativism!

19. _____are a good listener, even if another’s views are different
from       your own.

20. _____know that you do not know it all so you keep learning,
and you provide regular opportunities for your team to do so
as well.

21. _____understand that what you do is more powerful than
what you say, so you walk the talk and practice what you
preach.

Select your top 4-5 strengths. Also, pick two areas for  
improvement where you rated yourself lower. Ask yourself, 
“What did I learn or re-learn from this brief assessment?” (Of 
course the feedback from others would add to the learning,  
but that’s another assessment.)
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“You gain respect 
as a leader by 
what you do, 

not by what you 
say.”

RICK CONLOW  INTERNATIONAL
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Nelson Mandela had a huge problem as President of 
South Africa. How could he help his country heal from 
apartheid and achieve reconciliation? He did it by 
leading by example. He stated, “Courageous people 
do not fear forgiving, for the sake of peace.” He also 
encouraged black South Africans to get behind their 
hated national rugby team, the Springboks. Mandela 
championed the team during the 1995 Rugby World 
Cup hosted by South Africa. He developed a support-
ive relationship with Francois Pienaar, an Afrikaner 
and team captain. The team rose to the occasion and 
beat New Zealand to win the championship. While 
presenting the trophy to Pienaar, Mandela wore a 
Springbok’s jersey with Pienaar’s #6 on the back. This 
act was seen as a huge step forward, and Mandela 
won the hearts of millions of white South African  
rugby fans.

I have discovered that managers who do not lead by example as described 
above, generally don’t build strong, high performing teams. They tend to 
have higher employee turnover, lower customer service, unsustainable pos-
itive results, and less employee engagement. While your leadership experi-
ences may or may not be on a national scope like Mandela, how you lead will 
determine your success. Without genuinely modeling the way, managers are 
doomed to mediocrity or failure.  Albert Schweitzer said, “Example is not the 
main thing in influencing others, it is the only thing.”

Abigail Adams wrote to Thomas Jefferson in 1790, “These are hard times in 
which a genius would wish to live. Great necessities call forth great leaders.” 
We desperately need great leadership now, in business and all walks of life.

http://azbec.org/pages/ABECPublications/assets/files/newsletter2013January.html
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We are in those difficult times today. In the media we are confronted daily 
with the effects of serious global issues:

1. Dramatic climate change and
global warming

2. Never-ending conflicts and wars

3. New and deadly plagues

4. Widespread Terrorism

5. Greater income disparity be-
tween the haves and have not’s

6. Structurally high unemployment

7. Overpopulation, poverty

8. Political and social instability

9. Food and water shortages

10. Collapse of world financial insti-
tutions

We can add other issues, but let’s not get depressed. Our leaders are increas-
ingly incapable of dealing with these problems to make any substantial posi-
tive progress. It’s true that all ages have their troubles, but in the 21st century 
we have an unprecedented global interdependence. Each issue also has 
warning signs of catastrophic potential.

PAGE 91

http://top-10-list.org/2013/03/26/top-10-most-urgent-problems-world/2/
http://www3.weforum.org/docs/WEF_GlobalRisks_Report_2014.pdf
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Businesses are confronted with quandaries within all of the above. At the 
same time they face a devastating lack of trust in corporate leaders, whose 
priorities seem out of step with employee and public concerns. Employees 
are more dissatisfied and disengaged than ever before. We need some-
thing better. Ted Bauer, in his post, talks about a company without 
managers. Bottom-line, leadership performance on a large scale is gravely 
lacking, and it’s time for a change in focus and  behavior.

Egocentric Leadership
I believe the fundamental reason for these failures is that too many leaders 
are self-focused. This means they are too selfish and seemingly only want 
what they want. Their needs trump the needs of others. Personal gratification 
and cash seem to rule for them more than anything else. This supplants the 
dire need for synergies, teamwork, and cooperation.

The US Congress is an example. The Republicans and Democrats have bat-
tled one another throughout history but found ways to compromise, except 
during the civil war. The country grew and prospered. For over two decades 
now their differences have escalated to toxic levels of partisan politics. Their 
attacks on one another are personal. Little gets done, and the public is fed 
up with it. 67% of the electorate rates their performance poorly and don’t 
believe that they care about their constituents. Neither party and few individ-
uals have risen above the caustic babble to do what’s actually good for the 
country. All of this is going on when the US is faced with daunting issues that 
require immediate attention and change through selflessness, collaboration, 
cohesion, and innovation.

Many of these leaders follow a traditional ego-driven model of leadership 
that focuses on their interests, views, goals and needs above all others. They:

 ¸ Take power for accumulation of 
personal influence, wealth, rec-
ognition and advancement.

 ¸ Control and manipulate people 
for their own narcissistic means 

and agenda.

 ¸ Strive to be served by others to 
gain what they want, when they 
want it.

http://thecontextofthings.com/2015/01/14/holacracy-issues-vocabulary-compensation/
https://www.linkedin.com/pulse/article/why-most-ceos-should-fired-reprimanded-rick-conlow/edit
http://www.rasmussenreports.com/public_content/politics/mood_of_america/congressional_performance/
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Pundits have bashed these so called lead-
ers regularly. For example:

 ¸ “Corporation, n. An ingenious device 
for obtaining individual profit without 
individual responsibility.” Ambrose 
Bierce

 ¸ “I find it easy to portray a business-
man. Being bland, rather cruel and 
incompetent comes easy for me.” 
John Cleese

 ¸ “I’ll keep it short and sweet. Family, 
Religion, Friendship. These are the 
three demons you must slay if you 
wish to succeed in business.”  
Montgomery Burns-The Simpsons

 ¸ “Congress voted for tougher laws on 
corporations. So now when a corpo-
ration buys a senator, they need a 
receipt.” Jay Leno

As a result of the self-focused approach, 
our world and business issues become ex-
acerbated in a continual struggle for selfish 
gain, not solutions to problems. A scene 
in the movie, Wall Street: Money Never 
Sleeps, showcases the obstacle. Jake asked 
Bretton, a Wall Street tycoon, “Whats your 
number?”, and he responds with a devilish 
grin and says, “More!”

We MUST change what we think works. For 
example, Andrew Carnegie is often upheld 
as “the successful businessman.” His goal 
was to make as much money as he could in 
his career and then give it all away later.

However, I question how he 
made his money. (This may be 
blasphemy to some.) Was he a 
saint or a robber baron? Sup-
porters say he was no worse 
than others of that time and 
sometimes better. They point 
out that he donated over $350 
million to a variety of institu-
tions. Critics say some of his 
practices would be considered 
immoral, and possibly illegal, 
today. They point out he fought 
against the unions, lowered 
labor costs egregiously, set up 
grueling 12 hour days in unsafe 
environments and was involved 
in a variety of manufacturing 
scandals. They also call him 
greedy, ruthless, and a taskmas-
ter who often had his lieuten-
ants do his dirty work.

As leaders, if we run over  
people and make a lot of  
money, is it okay if we give a lot 
away later? I don’t think so. 

Too many leaders fall into this 
trap. A couple of years ago, I 
was in Toronto on a consulting 
assignment. While unwinding at 
the end of a busy day, I had the 
news on the television. A local 
businessman was being inter-
viewed because he had given 

http://en.wikipedia.org/wiki/Andrew_Carnegie5
http://carnegielibrariespresentationli839xi.weebly.com/controversial-carnegie.html
http://carnegielibrariespresentationli839xi.weebly.com/controversial-carnegie.html
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millions to a new hospital, which was conse-
quently named after him. He said to the re-
porter, “I have done many things I now regret 
in life. With this donation, for sure, I am going 
to heaven!”

Altruistic Leadership
Throughout history, some leaders have given 
us clues to the powerful potential in a diver-
gent but other-focused leadership approach: 
Mahatma Gandhi, Dr. Martin Luther King, 
Mother Theresa, Albert Schweitzer, Abraham 
Lincoln, Nelson Mandela and Jesus of Naz-
areth to name a few. When you read their 
words and see their example, they all disrupt-
ed accepted leadership practices of their day. 
Their goal was to help create a better world, 
not to gain recognition or become wealthy.

I define Altruistic Leadership to mean:

 ¸ Empower all people, treating them with 
respect, care and dignity.

 ¸ Free people up to use and develop their 
talents to the fullest.

 ¸ Serve others by leading with integrity 
and providing them hope, opportunity 
and security.

The late Steven Covey, was the author of 
Principled Centered Leadership. He would 
also define this as servant leadership. The 
servant-leader shares power, puts the needs 
of others first and helps people develop and 
perform as highly as possible. It focuses on 

vision, values, and virtue or 
character. He demonstrated 
how this approach builds 
more employee-friendly 
and profitable companies. 
What if our political and 
corporate leaders would do 
this?

Many of the skills of an 
altruistic leader involve 
listening, managing emo-
tions, coaching, communi-
cating, enrolling people in 
a vision, valuing diversity, 
treating others respectfully, 
team-building, engaging 
employees, and dealing 
with conflict constructive-
ly. These are the skills of 
emotional intelligence em-
braced by Dr. Daniel Go-
leman and Dr. Travis Brad-
bury. Dr. Bradbury shows 
in his latest post that often 
executive leaders lack many 
of these skills.

Next Steps for 
Change
Few people are completely 
self-absorbed or absolute-
ly self-less. However, I am 
talking more about a con-

https://www.linkedin.com/pulse/why-your-boss-lacks-emotional-intelligence-dr-travis-bradberry?trk=prof-post
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sistent pattern of behavior, not perfection. 
Maybe we can’t change the world all at 
once. It’s unrealistic to believe that all lead-
ers will become more collaborative, con-
structive, concerned, and caring. Yet, there 
is hope for change. The Giving Pledge is 
an organization started by Bill and Melin-
da Gates. It is about a commitment by the 
world’s wealthiest individuals and families 
to dedicate the majority of their wealth to 
philanthropy. This is a step in the right di-
rection as well as leading by example. The 
jury is still out on the end result.

Few of us can do something as large as 
what the Gates are doing. Mother Tere-sa 
said, “We ourselves feel that what we are 
doing is just a drop in the ocean. But the 
ocean would be less because of that 
missing drop.” While our business schools 
need to put more humanity in their teach-
ing, leadership change begins one per-
son, one manager, one executive, one 
senator at a time. There are other leaders, 
in many areas, with little money, who are 
doing the right things, selflessly and with-
out attention, and strive to make a positive 
difference. We need to champion these 
people and their efforts.

For those of you who are leaders or want 
to be, keep learning. Do a self-analysis. 
Be critical and aim to raise your capabil-
ities and intent. Attend altruistic or ser-
vant leadership training programs. Find 
a coach, to empower your improvement. 
Learn how to tap the undiscovered  

For those of you 
who are leaders 
or want to be, 
keep learning. 

Do a self-analysis. 
Be critical and 

aim to raise your 
capabilities and 

intent. 

http://www.wired.com/2015/01/bill-gates-annual-report-2015-interview/
http://www.largerfamilylife.com/2013/07/22/8-ordinary-people-who-made-an-extraordinary-difference/
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potential of your employees or con-
stituents. Pay it forward, and make an 
effort to do planned acts of kindness 
daily. I know you will astound yourself 
with revelation. One CEO and COO 
we are currently partnering with are 
doing just that. They aren’t a global 
conglomerate, but a small growing 
and successful manufacturing firm. 
They simply want to be better and 
leave a leadership legacy that makes 
a difference, not just a profit.

New ideas and purposeful action 
changes history, as these few exam-
ples of innovative thinking people 
and their dramatic discoveries have 
done.

 ¸ Isaac Newton, Gravity-1687

 ¸ Michael Farady,  
Electricity--1821, 1831

 ¸ Alexander Graham Bell, Tele-
phone,1876.

 ¸ William Conrad Roentgen, 
X-Rays,1895

 ¸ Albert Einstein, Theory of Rela-
tivity, 1915

 ¸ John Logie Baird, Television, 
1925

 ¸ Martin “Marty” Cooper, Cell-
phone, 1973

Leadership effectiveness models 
have been presented by Blanchard, 
Reicheld, Kouzes and Posner, Max-
well, Covey, and others. Not enough 
leaders have taken steps to learn 
or apply these to transform their 
approaches. Employees deserve 
better from us. We are in hard times 
and we need bold action to change 
organizations, let alone the course of 
history. We all play a role in this. 
People earnestly need “more” from 
their leaders; we need a movement 
to make it happen.

Considering the complexity of the 
problems challenging us all, I say let’s 
pay attention to these words by Al-
bert Einstein: “The world as we have 
created it is a process of our thinking. 
It cannot be changed without chang-
ing our thinking.” Why not begin to 
rethink YOUR leadership today? 

In summary, see Rick share his  
challenging and inspiring message in 
this video.  

Rethink Leadership or Fail:  
How to Change and Succeed

https://www.youtube.com/watch?v=sSe1skr_GT4
https://www.youtube.com/watch?v=sSe1skr_GT4
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Our clients include:

and many more including a number of non-profit organizations and educational institutions

OUR SUCCESS

Ford’s 
President’s 

Award 

JD Power 
Award 

for customer 
service

48 
Quality and customer 

service awards

57% 
Reduction in customer 

complaints

   8%
Positive gains in retail 

sales growth

 75%
Gains in sales to 

existing customers

5-7%
Gains in transaction 

counts

53% 
Improvement in 

sales

To learn how you can do amazing 
things, visit us online at:  
www.rickconlow.com 
or contact Rick at  
1-612-868-8521.

CHECK OUT OUR OTHER TITLES

Canada’s 
Consumer 

Choice 
Award

CONTACT US

OUR EXPERIENCE

http://www.amazon.com/GoalPower-Increase-Personal-Performance-Success-ebook/dp/B00H4JIN36/ref=sr_1_1?s=digital-text&ie=UTF8&qid=1388798837&sr=1-1&keywords=Goalpower
https://rickconlow.com/
https://rickconlow.com/store/store/
https://rickconlow.com/store/store/
https://rickconlow.com/product/goalpower-how-to-increase-your-personal-performance-and-career-success/
https://mailchi.mp/rickconlow/howtoinspire
https://rickconlow.com/product/real-time-learning-training/
https://rickconlow.com/product/real-time-learning-training-full-access/
https://rickconlow.com/product/real-time-learning-training-full-access/
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There aren’t many who’d argue the fact that Rick is one
enthusiastic and results oriented guy. Even the titles of his books, 

articles, speeches and initiatives reflect his drive and positive energy. 

A quick glance at his professional resume leaves you with the strong 
impression that effort and optimism are a winning combination. Case 
in point: with Rick by their side, clients have achieved double- and 
triple-digit improvement in their sales performance, quality, customer 
loyalty and service results over the past 20-plus years and earned 
more than thirty quality and service awards.  

In a day and age where optimism and going the extra mile can 
sound trite, Rick has made them a differentiator. His clients include 
organizations that are leaders in their industries, as well as others 
that are less recognizable. Regardless, their goals are his goals. While 
many consultants talk about consistent and sustainable results, Rick 
helps his clients achieve them. 

Rick’s life view and extensive background in sales and leadership 
– as a general manager, vice president, training director, program
director, national sales trainer, business owner and management
consultant – are the foundation of his coaching, training and

consulting services. Participants in Rick’s experiential, live action
programs walk away with aha’s, inspiration and skills they can
immediately use.

These programs include “BEST Selling!”, “SuperSTAR Customer 
Service”, “Excellence in Management!”, “SuperSTAR 

Selling!”, “The Greatest Secrets of all Time!”, The State 
of the Art in Improving the Customer Experience, and 
“SuperSTAR Leadership, Good Boss/Bad Boss – Which 
One Are You?”  

Rick has also authored Excellence in Management, 
Excellence in Supervision, SuperSTAR Customer Service, 
SuperSTAR Selling, Designing a SuperSTAR Customer 
Experience, SuperSTAR Leadership and Returning 
to Learning. He and his business partner, Doug 
Watsabaugh, published six new books together. Their 
newest book is SuperSTAR Leadership, A 31 Day Plan 
to Motivate People, Communicate Positively and Get 

Everyone On Your Side.

When he’s not engaging an audience or engrossed in a 
coaching discussion, this proud husband and father is most 

likely astride a weight bench, or a motorcycle taking on the back 
roads and highways of any state.

ABOUT THE AUTHOR

Rick 
Conlow 
President



For more 
information  about 

Rick Conlow International 

RCI  STORE

   SUPERSTAR LEADERSHIP BLOG

 RCI  WEBSITE

  CONTACT RCI
• info@rickconlow.com
• Call: 1-612-868-8521

http://wcwpartners.com/
http://wcwpartners.com/
http://wcwpublishing.com
http://wcwpartners.com/
http://blog.wcwpartners.com
https://rickconlow.com/
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https://rickconlow.com/superstar-leadership-blog/
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