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The Smart Way CEOQ'’s get Results in Business

The buck stops with the leader — we all know that. But when the buck stops because the
customer doesn’t walk in the door many CEQ'’s start to question what is really getting in the
way between concept and reality. Could be a little late, don’t you think?

We have all read about it, discussed it, debated
it and even argued about it. We may not
always recognise it when it's there, but we are
acutely aware when Leadership is absent —
both in the tangible and intangible sense. I'm
talking about the energy and spirit we leave in
the room once we have gone. Are we
stimulating positive action or stimulating
negative reaction? While not everyone is cut
out to be a leader, not everyone can or wants to
be a follower all the time, too. Yet it is often the
mix of both that is the smartest,

most effective and efficient way to build and
sustain business, teams and productivity. So if
you are someone who is willing to share your
fifteen minutes of fame and let’s others get the
credit occasionally while making your life
easier, keep reading. In every book shop or
library today there is an abundance of
information on leadership — from the theoretical
to the practical and everything in between.

In every book shop or library there is also
an abundance of self help and development
books for employees wanting to improve their
performance. What is missing however is how
employees can in fact lead upwards and
provide intelligent feedback, support and
commentary on how the organisation is actually
being run - by those who do the running!

Now that takes courage and confidence
both for the leader and the follower—knowing
when one may be more confident than they are
capable or when exactly is the right time to get
off the dance floor and onto the balcony and let
others shine.

So exactly how (and when) does an
employee give feedback and contribute in a
robust manner in everything from behaviours
and actions to strategies and ideas secure in
the knowledge that the leader wants (and
needs) to have a little help from his friends?

Consider this. We all know that the buck
stops with the leader — right? But when the
buck stops because the customer doesn’'t walk
in the door many CEQ'’s start to question what
is getting in the way between concept and
reality. The answer often lies with the person on
the shop floor — they often know the real truth.
They feel it, see it and hear it every day. When

a leader embeds in the culture of the
organisation that they want timely, relevant,
innovative and forward moving input on an
ongoing and continual basis — things move
forward. The follower needs to have an open
invitation to relay the information upward and for
them to be confident that their experience and
first hand knowledge of how they “see, feel, do”
is of value and benefit to the organisation and
its people. The leader needs to ensure that a
respectful, professional and thoughtful approach
is contracted by both parties in order for the
relationship to work.

Many employees state from their
perspective they feel leaders often do validate
and consider their opinions, but may be less
worthy than someone in a more senior position.
Status rather than ability can sometimes play a
bit part in whose opinions get acted upon and
whose don’t. Business conversations that
become monologue and not dialogue in favour
of the people who have a greater number of
stripes on their shoulder, or letters after their
name may well close the issue quickly, but
many not be the answer on how to win friends
and influence people for the future.

So have you ever considered why some
leaders can’t or won't ask for help or feedback?
Sometimes it's ego, sometimes they don’t know
how to, or sometimes they feel they simply have
to have all the answers because they are
expected to. Well, | haven’t met anyone yet who
really has all the (right) answers as the
environment, people, opportunities and times
are evolving along with expectations and
experiences. These ultimately are the things
that change the answers.

Take the example of a university
professor who stood before told his class as
they were about to embark on their final exams
“I have some good news and some bad news
for you.” “The good news is | am about to give
you the same exam as | gave you last
semester”. As you can imagine the students
were very happy. Then he went on to say “The
bad news is | have changed all the
answers”

Most leaders would agree that
businesses thrive when robust discussion,
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debate, comment, feedback, options and
results are on the table for development. Most
leaders would also find they have these
conversations with people of similar standing.
However it is often the case that many
employees have the ability to deal extremely
well with many of the difficult issues if they are
given the confidence and opportunity for
ownership and responsibility. They may not use
the business buzz words, they may not have a
MBA, they may not even have a business card,
but they often have an insight into what a
customer wants, needs and is actually getting.
Therefore it makes good business sense to
provide them with the opportunity to have a
voice that is heard, encouraged and most
importantly acted upon.

Jack Welch, former CEO of GE who put it
cleverly when he said, ‘You cannot believe how
hard it is for people to be simple — how much
they fear being simple. They feel that if they are
simple, people will think they are simple minded
—inreality it is just the reverse.’ Keeping our
dialogue simple, asking simple questions to
clarify and get straight answers from those
around us is a skill many people don't practice.

Many people tend to overcomplicate
verbal language, and this can also
unintentionally over complicate their body
language signals. | had one very conservative
CEO say to me recently that his people are
“simply in awe of him and never get too close to
him.” He feels “everyone is showing him utmost
respect by keeping their distance physically and
in conversation” That's an interesting
perspective.

However, with a little help from your
friends — the people who you entrust to build
your dreams and visions every day you can
create an environment that supports and
encourages growth by following the 5 principles
of leadership from the ground up.

The Smart Way CEOQ'’s get Results in Business

1. Position your people to be able to provide feedback, options and

suggestions without fear of intimidation or being ignored. Provide
regular opportunities to hear what they are thinking, feeling, and how
they are responding to current trends and issues. Take the time to
have time and listen to their suggestions. Invite their creative minds to
help you solve some of your dilemmas. Who ever said it was fun doing
it alone?

Begin with the end in mind when it comes to communicating to your
people. Know how you want to sound, look and what message you
want to convey. Understand how they may see you and if you are
congruent with your message and tonality. Consider how others may
interpret your message and if how they are likely to respond with your
chosen process of delivery of that information. Be aware and attune to
the fact that they way you initiate, invite and respond to people from
either Generation X & Y or Baby Boomers, are going to want and need
something different in their approach. It will be hard at times to
communicate on all levels, but by being inclusive, respect differences
and open and willing to listen, | can’t guarantee everyone will love you
but they will surely respect you in the morning!

. Encourage others to come to you with queries, questions and concerns

but let them know the boundaries on what you expect from them first.
Make it clear about what you consider warrants your attention on the
small and big details so your attention is concentrated on important
issues that you need to know about. Key Point: When they feel they
have an issue that is big for them but small for you, validate their
moments of truth and give them an alternative as to how they can have
a voice that not only is heard but acted on and followed up.

. Many leaders are now modifying their behaviours according to the

responses from their staff. Tools such as 360 degree feedback have
provided opportunities for staff to be honest and upfront with the view
to improving everything from behaviours to directions. A masterful
leader understands that their leadership is a work in progress and that
their ability to manage and lead people depends on many factors and
situations. Continuous monitoring and confirming the observations and
feelings of others is a good barometer for leaders. Those who only
read and believe their own publicity and not that of the crowd are
doomed to fail.

. Leaders that develop and practice emotional intelligence and seek

feedback when it comes to behaviours and attitudes may find they
actually get it if they are responsive to improvement. The leader who
models willingness to learn and grow will in turn grow their people into
future leaders. The choice is yours.

The smart way CEQO’s and other leaders get results in business is

indeed dependent upon a little help from their staff who are continuously
encouraged and empowered to help support the CEO professional and
personally.
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