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INTRODUCTION
The IBM Kenexa Leadership Behavioral Assessment (LBA) provides you with feedback on your
knowledge of and application of leadership behaviors. This report allows individuals to understand their
leadership style and typical way of behaving. Raising self-awareness in this way helps individuals to
determine their current approach to leadership and their strengths and development areas with regards to
leadership behavior.

PART 1: – Judgment: The first part of the assessment presented you with a series of situational
judgment scenarios each based on one of the twelve High Performance Leadership Behaviors. Each of
the scenarios are based on real situations experienced by leaders. The tool assesses your knowledge of
the most effective way of dealing with these scenarios and provides you with a Leadership Capability
Index Score against a global norm (relative to a sample of leaders who have completed this assessment).

PART 2: – Application: The second part of the assessment is a forced choice measure of your
behavioral tendencies and presented you with thirty three blocks of four behavioral statements. Your
responses reveal which of the behaviors contained within the statements you apply most and least in the
workplace.

Results and feedback from this assessment are based on each individual's judgment and application of
the twelve High Performance Leadership Behaviors described on the following page. While leaders have
a varied level of capability in their use of these behaviors, they can all be learned and developed, so your
high performance behavioral profile will change over time as a result of learning and experience.

The results in this report can be used as a guide to development for the next 12-18 months.
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The High Performance Leadership Behavior Framework
Decades of research encompassing thousands of leaders within various industries have enabled IBM to
provide a model of effective leadership behaviors; those actions which are highly correlated with superior
organizational performance and leadership success. These are summarized in the IBM Kenexa High
Performance Leadership Behavior model (HPB). The HPB model is comprised of 12 dimensions forming
four behavioral clusters, providing a rich and in-depth understanding of leadership: Creating Strategy,
Engaging Talent, Inspiring People, and Achieving Excellence.

Gathering Intelligence, Generating Ideas and Accelerating Innovation are the behaviors that make up the Creating
Strategy cluster. These behaviors make the highest contribution to an organization's performance in strategy formation,
planning and big picture thinking.

Establishing Trust, Fostering Collaboration and Developing Talent are the behaviors that make up the Engaging Talent
cluster. Outstanding leaders seek to understand perspectives, build relationships and encourage and develop peoples'
talents. These behaviors are essential to improving performance and creating an atmosphere of learning.

Influencing People, Building Confidence and Communicating Effectively are the behaviors that make up the Inspiring
People cluster. Outstanding leaders inspire and excite. These behaviors relate particularly to building confidence and
excitement in a team and are crucial for achieving support for ideas.

Implementing Change, Improving Performance and Winning Customers are the behaviors that make up the Achieving
Excellence cluster. These action oriented behaviors are how we break down barriers and make things happen. As
leaders, it is our responsibility to ensure tasks are structured, plans and ideas are implemented and we continually
improve business performance.

How to Read Your Report
The Leadership Behavioral Assessment measures your judgment when managing critical incidents in the
workplace as well as your preference for engaging in some High Performance Behaviors more than
others. Your actual use of the behaviors can be influenced by your environment, so it is important to
consider your results in the light of your business challenges, your role, your own preferences, and career
goals.

The level of application is not necessarily an indication of a strength or weakness in a particular High
Performance Behavior. However, it is important to keep in mind that behaviors need to be applied in a
range of different situations to become strengths, so whichever behaviors are being applied less and least
may not be your key strengths.
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Your Overall Leadership Capability Index Score
Your Leadership Capability Index Score, shown below, is based on your responses to the situational
judgment scenarios in the assessment. It indicates the extent to which you applied appropriate judgment
when choosing solutions that would have a significant impact on organizational performance.

Global Norm = 50th Percentile

82

Your score provides an indication of the following:

• How you compare to other leaders from our global database, which is made up of hundreds of 
leaders at all levels from a range of global organizations.  Our research indicates that people who
have had more exposure to complex leadership situations are more likely to have built an 
understanding of these High Performance Leadership Behaviors and be able to apply them.

All High Performance Leadership Behaviors can be developed over time to a strategic level, particularly if
there is a demand in your role for you to use the higher levels of the behaviors. Your Leadership
Capability Index Score, together with the information on the behaviors you are most and least frequently
applying, will help you to gain focus in your development plan.
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Your Leadership Cluster Profile
This page summarizes your tendency to apply each High Performance Behavioral cluster at work.

Creating Strategy Behaviors Engaging Talent Behaviors

You are Most Applied in this cluster. You are Less Applied in this cluster.

Inspiring People Behaviors Achieving Excellence Behaviors

You are Less Applied in this cluster. You are More Applied in this cluster.

       Most Applied        More Applied       Less Applied      Least Applied

Gathering Intelligence, Generating Ideas
and Accelerating Innovation are the
behaviors that make up the Creating
Strategy cluster. These behaviors make
the highest contribution to an
organization's performance in strategy
formation, planning and big picture
thinking.

Establishing Trust, Fostering Collaboration
and Developing Talent are the behaviors
that make up the Engaging Talent cluster.
Outstanding leaders seek to understand
perspectives, build relationships and
encourage and develop peoples' talents.
These behaviors are essential to improving
performance and creating an atmosphere
of learning.

Influencing People, Building Confidence
and Communicating Effectively are the
behaviors that make up the Inspiring
People cluster. Outstanding leaders
inspire and excite. These behaviors relate
particularly to building confidence and
excitement in a team and are crucial for
achieving support for ideas.

Implementing Change, Improving
Performance and Winning Customers are
the behaviors that make up the Achieving
Excellence cluster. These action oriented
behaviors are how we break down barriers
and make things happen. As leaders, it is
our responsibility to ensure tasks are
structured, plans and ideas are
implemented and we continually improve
business performance.



7

Your Leadership Behavioral Profile
The rank order graph below indicates the behaviors you apply most to least in the workplace. The High
Performance Behaviors are rank ordered based your forced choices so you will expect to consistently see
least and most applied behaviors.

Following the rank order graph you are presented with a detailed interpretation of your behavioral
application based on your responses to the assessment. Development suggestions are also included to
support your development planning activity.

In your development planning consider the following:

• Look to use and further develop your most applied behaviors in a broad range of situations

• Identify other behaviors that are important for your performance over the next 6-12 months and 
also focus on strengthening and developing these behaviors

Least Applied Less Applied More Applied Most Applied

Accelerating
Innovation

Generating
Ideas

Improving
Performance

Influencing
People

Winning
Customers

Gathering
Intelligence
Developing

Talent
Fostering

Collaboration
Establishing

Trust
Communicating

Effectively
Building

Confidence
Implementing

Change
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Development: Creating Strategy Behaviors

Gathering Intelligence. Generating Ideas, and Accelerating Innovation are the behaviors that make up the
Creating Strategy cluster. These behaviors make the highest contribution to an organization's
performance in strategy formation, planning and big picture thinking. The impact of this behavior deficit is
a fire fighting style organization, characterized by uncoordinated initiatives and lack of information leaving
it strategically vulnerable.

Gathering Intelligence

Keeping track of new industry developments, best practice, customer needs and sector trends is how
leaders stay informed about gathering intelligence. Gathering intelligence is about identifying and
accessing information to achieve the most effective analysis of issues to drive rapid and informed
decision making.

Your Gathering Intelligence Results: Less Applied 

Your responses indicate that this is one of your less applied behaviors and thus you are less likely to
have developed the behavior to a high level. You are likely to search for information to solve business
issues. You would achieve a competent understanding of the issue under discussion or problem to be
tackled. You are likely to source information from a range of resources to inform your thinking. The
results of this test indicate that your approach is likely to be task specific. As a result, you may find that
your solutions and ideas will be limited to that situation or problem. The solution you devise may be of
relatively short-term value as you may not have a complete picture of how this issue will impact other
departments and stakeholders outside your own specific area, the wider organization or industry.

You have the opportunity to build upon this behavior by broadening the scope of your information
search. Breadth not depth should be your focus. Look to other teams, departments and functions to get
a bigger understanding of the issue or problem you are addressing. A shift in focus from the immediate
issue to business trends, customer feedback, and industry reports will assist you to develop this
behavior.

• Think laterally about the type of information you can routinely access and then consider how
you can gather that information through subscription to industry journals, e-newsletters, annual
data and trend reports, attendance at industry events and conferences etc.

• Keep informed about developments inside and outside your organization by looking at
competitor analysis reports as well as benchmarking and customer performance data.
Research best practices for product and service developments by looking to other industries
and companies for new and exciting leading edge ideas.
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Generating Ideas

All great innovations begin with an idea. Generating ideas enables leaders to create new strategies and
address core problems and challenges. By stepping back and taking a broad view of issues, successful
leaders look for ways to create new ideas, products and services to open new markets and achieve
business success.

Your Generating Ideas Results: Less Applied

Your responses indicate that this is one of your less applied behaviors and thus you are less likely to
have developed the behavior to a high level. You know how to develop new ideas, options and
solutions in response to problems and business opportunities. Your approach is likely to be task-
specific, limited to the issue or problem at hand. You are likely to access information to inform how you
work but the causal links between problems are unlikely to be made. By not looking more broadly at
organizational and industry issues, you may find that your solutions and ideas will be limited.

You know how to competently use this behavior within your role but tend to focus on solving the
immediate problem rather than addressing the underlying causes. You have the opportunity to build
upon this behavior by taking the time to understand the links between the diverse range of information
you have gathered in order to build more powerful ideas or by working with other departments to
broaden the scope of your thinking. Creating opportunities to work with others to problem solve and
innovate will promote cross-functional thinking. This approach will have a more significant impact on
the organization you work for. A shift in focus from the immediate issue to business performance and
trends will assist you to develop this behavior.

• Draw upon techniques such as SWOT (strengths, weaknesses, opportunities, and threats),
mind-maps and brainstorming to problem solve and develop new concepts.

• Always think in terms of cause and effect recognizing that multiple factors contribute to a
business issue or opportunity. By drawing upon information from across your organization and
industry, you will be able to design an appropriate solution. Vocalizing your thinking will give
others the opportunity to build on your own thinking
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Accelerating Innovation

The ability of leaders to innovate and solve complex problems depends on their ability to see things
from more than one perspective. Accelerating innovation is one of the most important and yet one of
the most underdeveloped leadership behaviors. Standing back and considering the alternatives,
assessing the pros and cons, is typical of this thinking. It enables leaders to look at problems through a
number of different lenses to identify the best solution.

Your Accelerating Innovation Results: Less Applied

Your responses indicate that this is one of your less applied behaviors and thus you are less likely to
have developed the behavior to a high level. You are likely to demonstrate an understanding of this
leadership behavior and use it at a basic level. You may often develop different options before making
a decision. You may also fail to show others the potential options that are available. However, you may
also frequently stop here and not look at the pros and cons of each option. You are thus likely to go
with your preferred option rather than the option based on closer testing. There are limitations to this
approach, as you may not be evaluating all the options available to you. You are also more likely to use
this behavior when things go wrong rather than using it consistently.

You have the potential to develop this behavior. Focus on identifying the pros and cons of each option,
ensuring that all are of equal validity. Avoid the trap of developing and buying into one option, even if it
seems to be the most obvious solution. By developing this behavior, you can have an increased impact
on how you work with others when developing solutions.

• Question yourself as to the possible ways that you can consider an issue and develop
solutions from each perspective. Spend time creating and thoroughly exploring contingency
plans to cope with the unexpected. Challenge yourself with the following questions: What is
really causing this problem? Where else is this problem occurring? What are my options for
solving this problem? How can I prevent this happening in the future?

• Always identify at least three options when problem solving or developing strategies for
business development. Identify the pros and cons of each option before selecting a final one.
Create alternative plans and strategies and predict their impact on the unit/organization.
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Development: Engaging Talent Behaviors

Establishing Trust, Fostering Collaboration, and Developing Talent are the behaviors that make up the
Engaging Talent cluster. Outstanding leaders seek to understand perspectives, build relationships and
encourage and develop peoples' talents. These behaviors are essential to improving performance and
creating an atmosphere of learning.

Establishing Trust

The success of our partnerships determines the success of our business. Managing the expectations of
people and stakeholders is critical to achieving success and fostering a culture of trust and partnership.
Encouraging people to openly express their ideas and feelings is how leaders strive forward and realize
new opportunities and endeavors.

Your Establishing Trust Results: Least Applied

Your responses indicate that this is one of your least applied behaviors and thus you are less likely to
have developed the behavior to a high level. You are likely to understand the importance of building
relationships with others but are likely to struggle to communicate this to people. Your use of this behavior
could be viewed as passive. Your people and colleagues are likely to be unclear about how willing you
are to take on board their feelings and concerns. Establishing Trust is one of the critical leadership
behaviors for building engagement. Your people will be more honest, more open to sharing information
and make better decisions if empathy is a part of your leadership. It is important to remember that
empathy is not agreement. It is demonstrating an ability to appreciate different viewpoints.

By developing this behavior, you will enhance how you lead others. Invite people to comment on how
they feel about a situation, their concerns and apprehensions. Your aim is to understand their position by
asking questions that will encourage the open expression of views and opinions.

• Ask open-ended questions, so you can form an appreciative understanding of the motivations,
concerns and ideas of the person you are speaking to. Stop yourself from interrupting others.
Learn to listen for the other person rather than for yourself. What does this mean to them rather
than what does this mean to me.

• Hold back on your own opinions. Avoid offering any judgments that will stop others from putting
their views across. Think about what others are saying, even if these opinions differ from your
own. Test your understanding by repeating what you have heard. This is another coaching
technique and communicates two things – that you are listening and that you are checking that
you understand what has been said. This technique builds great rapport, even if your opinions
differ.
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Fostering Collaboration

You achieve the best results when you collaborate with others and promote teamwork. Teams are the
think tanks of any organization. We drive performance by developing teams to share their expertise,
explore their strengths and use their collective knowledge to create new opportunities, innovate and
strategically respond to business challenges.

Your Fostering Collaboration Results: Less Applied

Your responses indicate that this is one of your less applied behaviors and thus you are less likely to have
developed the behavior to a high level. You are likely to actively involve others in group situations and to
be relatively proactive in your facilitation of meetings. You may invite opinions and encourage discussion
about work issues and projects. You may also ensure that everyone contributes to discussions and has
sufficient time to express their ideas and thoughts. You are likely to look for links and connections
between ideas and this encourages dialogue. You are also likely to be viewed as a solid facilitator.

By developing this behavior, you could improve how your team works together. Encourage the team to
identify joint projects that move them beyond their individual roles into more collaborative working. Use
team profiling tools to acquire knowledge about the learning preferences and working styles of your
people and discuss the outcomes with them to encourage greater team awareness. Your aim is to help
the team develop a strong identity, where they understand their individual and collective strengths.

• Encourage your team to pool its knowledge and expertise. Ask team members to report on key
aspects of a business problem or project. Ensure that they need to work with one another to do
this. Pair people who you think will work well together to increase their knowledge of their
strengths and limitations as a team. Ensure in team meetings you regularly spend time "working
together" to solve issues or identifying future actions and not just communicating together.
Encourage others to facilitate team meetings

• Ask your team to come up with ideas and projects together that will reflect what they can develop
together as a group of people rather than individuals. Ask them: What ideas can we develop into
projects and new initiatives for the organization? How can we build upon our successes and
achievements?
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Developing Talent

What is an organization without its people? Your people are your greatest resource. By developing their
people, leaders build organizations. Through coaching, feedback and training, they unleash potential and
nurture talent and aspirations.

Your Developing Talent Results: Less Applied

Your responses indicate that this is one of your less applied behaviors and thus you are less likely to have
developed the behavior to a high level. You understand the value of training and development. You are
likely to encourage your people to enhance their knowledge and skill base. Importantly, you may also
provide opportunities for others to develop. In your leadership style, you are likely to support others,
providing constructive and encouraging feedback.

You have an opportunity to build upon this behavior. You should consider taking on greater personal
responsibility by adopting a mentoring role. You can offer your experience and knowledge as a part of
your commitment to learning. Your aim is to create a culture of developing people within your team, so
that it is a shared value. This way you will foster a culture where constructive feedback, shared learning
and support is routine. And finally, create workplace opportunities for learning and development such as
special projects and quality improvement initiatives.

• Be a role model by investing in your own personal and career development. Peer modeling is an
important factor in leadership. You cannot expect your people to do what you don't do.

• Hold regular one-to-one meetings with your people to review performance and identify strengths
and development areas. One of the main reasons why people will leave organizations is due to
lack of recognition and career challenges. Don't lose valuable people because of a lack of verbal
and written feedback. Tell your people what they need to be doing differently to achieve higher
levels of performance. Give people regular time (I day per quarter?) to develop themselves in
any way that they wish.
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Development: Inspiring People Behaviors

Influencing People, Building Confidence, and Communicating Effectively are the behaviors that make up
the Inspiring People cluster. Outstanding leaders inspire and excite. These behaviors relate particularly to
building confidence and excitement in a team and are crucial for achieving support for ideas.

Influencing People

Having good ideas is not enough. It's gaining support for your ideas and strategies that signals success.
Our ability to influence others can be the difference between a good idea and a great outcome. Leaders
influence not simply by using persuasive arguments but through building alliances that enable them to
raise the profile of issues and secure support from other people.

Your Influencing People Results: More Applied

Your responses indicate that this is a behavior you apply regularly. You are likely to be confident in how
you approach people to secure their commitment and interest in your proposals and projects. You are
also likely to clearly present the benefits of your ideas and the merits of your plans. Your approach is
likely to be based on creating win-win alliances and partnerships. You may build relationships for future
work rather than simply achieving the short-term endorsement of ideas.

You should continue to develop this behavior. It is important that you truly understand what drives your
stakeholders and that you take their perspectives into account when you are outlining the benefits of your
ideas. You have the opportunity to initiate projects that will forge stronger partnerships between
departments and functions within your organization. Using your influencing behavior you can build bridges
and form alliances. Tap into others motivations and priorities to introduce new ideas, ways of working,
products and services.

• Encourage your people to do a stakeholder analysis as a part of any presentation or proposal
submission. Ask them to view their proposals from others' perspectives, how is this going to
benefit them? What may be their objections? Get them to identify the key business and
professional drivers that will impact upon their work and to devise strategies that will address
them.

• Use this stakeholder mapping exercise as the basis for identifying potential projects, business
plans or changes to local processes and systems within your organization. Challenge your people
with the following questions: Who can we work with? Who are our stakeholders? Who will need to
champion this proposal for it to be successful?
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Building Confidence

We achieve success when we build the confidence of our people. We do this when we celebrate our
successes but also when we make our stance on issues clear. Our leadership is forged through these
timely decisions and our commitment to our vision. Building confidence is how we communicate our belief
in our own and others' ability to succeed.

Your Building Confidence Results: Least Applied

Your responses indicate that this is one of your least applied behaviors and thus you are less likely to
have developed the behavior to a high level. You may find it challenging to make decisions and to voice
your opinion. You may often request more information and in doing so may defer a decision until the last
minute. In addition you may not let others know your views on certain matters. You are likely to be viewed
as ambivalent because of this behavior. The perception may be that you shy away from difficult and
controversial issues. This reluctance to make clear and timely decisions is likely to create confusion and
uncertainty. This may in turn have a negative impact on the motivation and performance of your people.

You should focus on this behavior because of its impact on how you lead others. One of the critical
behaviors of a leader is timely decision making. People should feel confident that decisions are being
made in response to business events and that decision making is consistent. Proactive decision making is
simply the basis for inspiring the confidence of others in you. As a leader, your goal is to create a climate
of optimism. Look for opportunities to regularly demonstrate your belief in your people and their success.

• Ask for feedback on your decision making abilities. Ask: how well do I communicate my
decisions? Am I clear about how these decisions were made? Always check when a decision is
needed by. Check if others feel that you let your views be known enough. And lastly, inform
others when you change your mind and communicate your reasons to them.

• If you struggle with making timely decisions, visualize situations when you have felt confident.
Think about your image, feelings and voice. Use this visual picture in daunting situations to
inspire self-confidence and belief. Consider what it is that is holding you back from being decisive
and letting others know your true opinions and develop specific actions to overcome this
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Communicating Effectively

It's easier said than done but effective communication is the difference between being understood and
having an impact. Communication is how we share our thoughts and ideas, pitch a new concept and
target our audience with energy and enthusiasm.

Your Communicating Effectively Results: Least Applied

Your responses indicate that this is one of your least applied behaviors and thus you are less likely to
have developed the behavior to a high level. You may well lack confidence when presenting to others.
You are likely to struggle with the key messages and ideas that you want to communicate and may even
lose sight of what you are saying. Others may find your communications difficult to understand. They are
likely to grapple with the purpose of the information and its relevance to them. At worst, you could find
people resisting your ideas because of how they are presented. Communication is an important tool for
any leader. It is the basis for how we work, share and exchange information and ideas, and build common
understandings and agreements.

This may be a development area for you. Simple steps can be taken that will really enhance how you
communicate with others. Practice any presentations you need to give. Ask someone to watch and listen
to you and give comprehensive feedback.

• Before you begin any communication ask yourself – what are the key messages that I want to
communicate and what do I want my audience to do, act and feel as a result. Take pen to paper
and write these down. Your aim is to distil these messages down to three sentences. These will
provide you with the structure for your communications.

• Collect examples of presentations, reports and articles that you have read or heard that you have
enjoyed and found easy to understand. Look at these in detail, analyze them and how they have
been structured. Adopt the techniques and structure used as your own template.
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Development: Achieving Excellence Behaviors

Implementing Change, Improving Performance, and Winning Customers are the behaviors that make up
the Achieving Excellence cluster. These action oriented behaviors are how we break down barriers and
make things happen. As leaders, it is our responsibility to ensure tasks are structured, plans and ideas
are implemented and we continually improve business performance.

Implementing Change

Taking responsibility for driving initiatives and encouraging a can-do attitude is how we create a culture of
success. When we are proactive, we enable and drive change. We look to the future, embrace change for
the opportunities it brings and make things happen.

Your Implementing Change Results: Least Applied

Your responses indicate that this is one of your least applied behaviors and thus you are less likely to
have developed the behavior to a high level. You may well appreciate the importance of good planning
and the need to drive initiatives throughout an organization. You are more likely to take action based on
the plans of other people than initiative your own ideas or action. By doing this, you may limit your own
role and involvement. You may also limit your responsibility in a way that is likely to be viewed negatively
by others. You could be described as lacking initiative or resisting change by holding onto past ways of
doing things.

You can develop this leadership behavior through a number of strategies. Firstly, when work is presented
say that you want to get involved and suggest ways that you can do this. Secondly, if you are leading a
team, use the basics of project management. Ask yourself: what needs to be delivered by when and by
whom? What are the interdependencies of this work? What resources do we need? What other
departments need to be involved?

• Set an objective in your personal development plan to become more involved in projects and
initiatives. Speak to your manager about new projects or initiatives that are taking place within
your team or department and ask to be involved.

• Ensure that you use the fundamentals of project management in your work. This approach will
focus you on the deliverables of time, quality and cost. Identify the milestones to know that you
and others are on track, the resources needed and the roles, responsibilities and specific actions
that each person needs to take. A project plan should be regularly updated and discussed at
each meeting.



18

Improving Performance

Achieving our goals is rewarding and motivating. We can be confident that we are providing the best
products and the best services. By creating a culture of continuous improvement, we will seek excellence
knowing that we are measuring the right things and that once we have achieved our goals, we will look for
new ones.

Your Improving Performance Results: Most Applied

Your responses indicate this is one of your most applied behaviors and it is likely that you will have
developed it to a high level. You have a good knowledge of how to be committed to continuous
improvement and are likely to cultivate this same attitude in your people. You are likely to drive long-term
measurement of goals and targets. You are also likely to understand the importance of feedback as a
primary driver for continuous improvement. You may also encourage your people to set stretching targets
and to innovate in all areas of the business.

You can develop this behavior by championing a culture of continuous improvement. Your objective is to
put in place the infrastructure that will drive forward this behavior beyond your role and leadership. Tap

into your best resource – your people, to drive the business forward. Reward staff that demonstrate a
commitment to continuous improvement and find champions who are prepared to coach and work with
others in this area.

• Create an organizational plan for continuous improvement that clearly identifies owners and
improvement initiatives in the following areas: organizational and customer/client processes,
financial, capability levels, customer/client satisfaction and loyalty levels. Each initiative should
have indicators for measuring impact.

• Make it a habit to talk to people from across the business. How do they think that the business
can be improved? Establish think tanks where customers, clients and your people can respond to
these issues. These forums can be the platform for the designing new products and services
based on efficiency, productivity, quality and customer/user satisfaction data.
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Winning Customers

Effective leaders understand that customer focus is more than satisfaction surveys and complaints
resolution. It is about partnering with customers and clients to develop new products and services,
redesigning delivery systems and researching future markets and trends. Understanding your customers
will allow you to not only deliver and exceed expectations but achieve competitive advantage.

Your Winning Customers Results: More Applied

Your responses indicate that this is a behavior you apply regularly. You understand the importance of
customer focus for business success. You see customer feedback as a critical resource to drive
improvement and remain competitive. You encourage your people to have this same mindset and create
opportunities to know and understand what your customers want. You attempt to see how you deliver
services and products from the customer perspective. You can develop this behavior by forming strategic
partnerships with your customers and other people throughout your organization. Think creatively about
how you can involve customers in the design of new products and services. They will provide you with
insights into their business priorities, industry trends and even cultural mindset. Encourage your people to
think in terms of customer engagement and how each conversation is an opportunity to understand their
expectations and help identify future needs.

• Encourage your people to think about brands and brand experience. In a market with other
competitors, why do your customers choose you? Look at our customer feedback data. What
does it say? If the story is too vague or too positive, delve further. Establish focus groups and
review panels. Understand what your customers want and implement these changes.

• Include customer excellence in the performance management of your people. Shift gear and
devise specific objectives that capture understanding the customer experience and go beyond a
"good service". Look at how other companies and industries measure good service and customer
satisfaction and tailor it to your department and team.


