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and nailing them jngg Place, stopping k
With their jobs, working wi}, o 5K othe
take shape. i

ERSHp

As Larry moved
to work. He became
trustworthiness
moral authoripy,

Moral authority js different from forma] 4,
authority js the power

It usually inclydes the di

of power—mora] authori
stood that morg] authority is not somethin
comes with 3 Position, or even with a claim to

something one ¢gyy¢ by following
Leadership,

mvmnmmnm:.ﬁ your follow
they

g that automatically
moral authority. It is
the other six Pillars of Servant

CIS grant you moral authority when
see that you consistently: .

ACt as a person of character with h
base of Spirituality,

Put people first throy
mentoring,

o )
:EEQ. integrity, and a

gh acts of care and concern,
and serving,

communicate skillfully with empathy and an open heart
for feedback,

. . . . tive
collaborate compassionately, honor diversity, build effec
teams, and face conflict,

.... rt an
mrr::..z:m Creauvity, inspire and suppo
audacious vision, and

MORAL AUTHORITY & 157

ing the greater good while

. sider: !

, ﬁ?ﬂr V . . =w, in comp

puts it this way:

’ nn_nﬂu
fine Servant Le
ay to de ane Lader
- 3¢ another W . nroﬂno mg

e me?nmmsm : non.GSmm_Qv_n-nnEQ&. he
.Ew pecause :: er. If the leader G_E.E
. d follower. .

i | authority

W&Mq will develop mora
or she

It
-ant. Robe
L acts as Serv

cnro:n.e

n with moral 2 le in this famous passage:

A perso srized the vlbnmﬁ

Greenleaf summ

the
ing which holds that th
| principle is emerging .ﬂrn_w is that which is
A new 0% ﬁamwnda. 1g one’s allegian

g,{

the ~nm&nn in
by the led to . ser-
snol gﬁn& ), v evident .
freely and goﬂﬂm an.woaob to, the m_mwmanwﬁo follow this
i mmp the leader. Those who nawvoma« of mﬁmn.b.m
vallk m.EnE.m.m not casually accept g uw ond only t0 indi-
mubn%_.m Wi ther, they will freely re ﬁn they are proven
institutions. Ra hosen as leaders vnnmam%»ﬂ this principle
viduals ﬁ‘rm = nnﬁﬁm To the extent
and trusted as se )

vill
prevails in the future, the only

truly viable institutions ¥
i -ant led.”
be those that are wnmmonzbunaw serv

uthority g0€s
rtance O moral 2 i
m@inum.ﬁamfn the importance mﬁ nOﬁEEﬁE %mmE
Hnm ,

- 1 sduals. T ening-
-+ brines to individuals. 1t Iready happ
i H%o mmnmnﬂmﬂﬁw.ﬂnwmamm»a zations. This 152
vival or demise o
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als, billions O’ .
n and similar mnubam_ww e the ws_uro lost 1S
UE.JW o M Mﬂ%mmw,m.mo of lives disrupted becat
were lost an

o tioDS-
. m OHWNENN . . .
trust in the basic moral mcnﬂohn% Mo not receive S
if the
i ven 1 . "
are always aborning, even 1 revails. ith the tral
The need for moral »cﬁvonm ﬂn confused with
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Moral authority is n ‘oressed
Moralistic, which is too omﬁom.ond oc
“Do what I say, not what n s0 why ¥ ciously, 0perat
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e ntly,
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Scanned by CamScanner



1 ® SEVEN PILLARS op SERVANT |
E
My (Don) friend
responds to problem
she is certainly mor.
a moral way eyey

Melind, jq
s by listenjn
,al. Melind, tau
0 when no one is look;
Melinda €Xpects more from, her(::elllfﬂt};an h
. I called her oe day and Commentedst}? Ny o
I_ve tossed and turned all nigh;,” she sajg . §he *ounde
aton with my health insurance.” Melingy 1 i
lefta job to start her ow
policy. She had had ap i

Li'm

would say, “Hey,
way. Melinda is generally of 1
olds, has had a few health-related issyes 4]
want to be i_n a position she called “out of integrity” b}; n0t disclos.
Ing everything on an insurance application,

“It’s interesting that not so long a
ered me” she said. “Now I'm like the
the Pea fairy tale.” She had to refresh

“The Princess and the Pea” s a Hans Christian Andersen
story. In it, a prince searched the world for a true Princess (with
a capital “P”). He found plenty of princesses, but there was always
something about them that did not ring true. He wanted the real
deal.

One night during a terrible storm a young woman knocked on
the gate of the king’s castle claiming she was a real Princess and
needed a place to stay. The old queen thought, “We’ll find out how
real she is!” and arranged a test. She cleared off a bed and put a pea
on the wooden board that held the mattress, then piled twent}t'_ Il;l:(;
tresses and twenty elder-down beds on top of it. T}fe stack b?m bl
ding was so high that some illustrations show the Princess ¢!

et to the top of it. wy
’ laci:i;‘lz(:ng()nﬁng the Pll)'incess was asked how she slept. IHOal;"'lb?n‘g
she said “Heaven only knows what was in the bed, but n‘:’ bo’ "
on something hard, so that I am black and blue ;l}i QVZ;SS );,eause
That was when everyone knew that she was a real Princess,

go this wouldn'’t have bogh-
princess in the Princess gy
my memory on that ope,

A\‘O‘{f\ll AU 11 - -

the price of b"i“gf
. ffer the bruises 0
-alty—is to Sute ho has
0? gharacter (Plllal'dlt)2 l:::nradi‘
qcaa ;s a Per So‘znmidon (Pillar ? aTem-ncd that 2
. hrt‘t ion 1 h;r values first- She alie a thoughtful,
s o ?a‘v.a " for her own | the attempt mMclin da to sleep

for
too late sues that define her

s 1Cﬁmed that

a . :
nesspe n” O;Sfio s—about 1S
the pea under her
d started over. She
ith herself when
1d have it ¥1

: used by
00 Jues- . 1, the bruises ¢

1tv. ames
11 watched. ¢ of moral authom;"i ng .
. €l C}Jﬂ” mge summa

eague J v
and what you are....My €0 gu r%ea{'Ch for nearl}
uaboraﬂ'ng - the same thlll?g ) undation
b.een c:nd we keep ]Wg ibility & the fo
)e?rrs,'\’\’e keep rediSC_O""“'m%i o0
(I)‘ fim‘bzp It’s been remforie derShip-m
:: it as the “First Law b oral authorits: :hmt
em a
flect on the people ‘.Vhod?:i: demeanor: O::rote a
When you retie mmon thread 10 nd his co-authors #1270
s reco%mﬁ: ; mcs(z)zreness. Peter Sengee;__or
Greenleaf calle ce. Awaren ding s
¢ it titled Presence: ounding
’ 0
friend Jeffrey Dols wrote 2 P ssorte 4 Gadgets

ther
Cell Phones, PDAs and O

rawalk,
When you take your dog fo
wall- u-arh vour dog-
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158 & SEVEN PILLARS OF SERVANT Fmaumwzﬁv

My (Don) friend Melinda is not a moralistjc
responds to problems by listening first rather thap jud Pers
she is certainly moral. Melinda taught me of the <..:sm5m firge, bug
a moral way even when no one is looking. Like many mmzuom mnz.sm in
Melinda expects more from herself than she does ?oas?ﬁnuana.
I called her one day and commented that she moczmnrﬁm_
“I've tossed and turned all night,” she said, :955:@ ab ed s
: . : » . about 3

ation with my health insurance.” Melinda lost coverage ,.,_ru Sity.
left a job to start her own business and had been mrovv._sm o en she
policy. She had had an interview with an agent who agkeq M gn,.e
mal number of questions, all of which she answered rosmmzﬂ:::-
she did not volunteer much beyond what was asked. Mos; vn, o
would say, “Hey, smart move, Melinda!” but she did not mnmmﬁﬂm_m
way. Melinda is generally of sound body, but like most mm-wmmﬁ
olds, has had a few health-related issues along the way. She did :M.ﬁ
want to be in a position she called “out of integrity” by not disclos.

ing everything on an insurance application.

“It’s interesting that not so long ago this wouldn’t have both-
ered me” she said. “Now I'm like the princess in the Princess and
the Pea fairy tale.” She had to refresh my memory on that one.

“The Princess and the Pea” is a Hans Christian Andersen
story. In it, a prince searched the world for a true Princess (with
a capital “P”). He found plenty of princesses, but there was always
something about them that did not ring true. He wanted the real
deal.

One night during a terrible storm a young woman knocked on
the gate of the king’s castle claiming she was a real Princess and
needed a place to stay. The old queen thought, “We’ll find out how
real she is!” and arranged a test. She cleared off a bed and puta pea
on the wooden board that held the mattress, then piled twenty mat-
tresses and twenty elder-down beds on top of it. The stack A.um ?.&-
ding was so high that some illustrations show the Princess climbing
a ladder to get to the top of it. o

In the morning the Princess was asked how she slept. “Horribly:
she said “Heaven only knows what was in the bed, but I was _Snm
on something hard, so that I am black and blue all over my body.
That was when everyone knew that she was a real Princess, because

only a true Princess could be so sensitive.

Cepy,

: .arned that the price of being
S%mﬁwww,_‘““\wm to suffer the bruises of
. n of Character (Pillar T) who E.m
ition (Pillar V) and Brw: m_.g&_-
Srst. She has learned that a
o “,M_meﬁﬁnamn to be a thoughtful,
T is too late for Melinda to sleep
s—about issues that define her

princess ZE

f essence =, " Perso
Jinda 15 o

Me . to her 1n

her
th the bruises caused by the cmpmss,w“ i
(w:n_ her insurance agent and started over.
e

ibili . If when
i cedibility with herselt Wit
o if S &_M.:M oM“MuMMonroé she could have it with

and what you are.-«
been collaboraun
years, and we keep .Fu%m o i
over. We keep nm&_mn.nﬂwn:m Y e om
Jeadership. 1es been e

to it as the “First Law of L -

When you reflect on the M._ :
will recognize 2 8:55:Hv e
Greenleaf called qwareness: e -
book about it titled Presence. e
turber, said Greenleaf, but1t Mma it

friend Jeffrey Dols wrote 2 P

Cell Phones, PDAs and

When you take your dog for

walk with your dog:

a Jf.n—=n.

e AT

Ll
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Be present to your dog.
Be present to your walking.
Stock quotes can wait until you get to work

When you take your kids to the ballgame
i 4 ] game,

watch the game with your kids.

Be present to your kids.

Be present to the game.

Straggler emails can wait until morning

When you visit the Grand Canyon,

enjoy the Grand Canyon.

Be present to the beauty.

Be present to the vastness.

Describing it to your friend in New Jersey can wait
until later.

When you and a friend watch the sun disappear over
the ocean,

marvel at the beauty of the sunset.

Be present to your friend.

Be present to the waves.

You can place your pizza order after the sun goes down.

When you decide to spend time alone with God,
spend time with God.

Be present to God all around you.

Be present to God within you.

Be present.

Be.

s that if we wish to live lives

effrev’s accessible images remind u
! : g really be there,

of moral authority, we must first be in the room, g,
immersed in the reality of the people and environment open to the
moment, aware of the past and the future but not focused on the“l:
This quality of presence is frequently commented upon by Pe:}l:er
~ who have spent time with Mother Teresa, the Dali Lama, an.d o ¥
. great spirits. But you can also find it in Servant-Leaders in YO

N

ole. Let

hav w way ing present
how €3 ed out 2 WaY of beng §
chow ¢
i h } ] )3! ut
'I:V : hig! V(n)ro ly about one's bemg but alsc ,Lr .
v " - ‘ i ssent ;
¢ n ? e h)' hapter will pre three key
FO rfﬂS‘ 1 aders ler of this chap ‘th m()m‘ :!lllh()rity s
’ s : be how u)plc wit
i )
% Ao JesC
one? encics
apete” N
C?ga muotmg an Delegating Rcspons:blhty
ccel iliar?
i und fam!
ments SO
. .ce state
1. o any of(hcscs "
decision not me:

. that . oot
o “They made roject with 2 (0 foor?
o 1 Wo‘ﬂdn,t m‘:‘::reck her career with 1t
someon® else on high!” ’
witnrd has cOME om ' ou've got 10 doit
s something done right, ¥
. “Ifyou want _
rselfl” S Tuis easier
- d we cannot control al o :;Tlsf;’ our sleeves:
.o 0 .
Life is meV anlse‘for bad decisions tha? X elp like Larty dll
to blame Someon:azs and do wh caners oup of pcoP Z
ump in 5 ct MOSt frequeﬂd)’1 “‘;Tegns Th » are golng
puilding t;he” s to blame ¥ th ‘1 et e
“rhe y: a
(}:f“ida lot t}; account for o}x\\ A Somethmfg ln throug!
o d,w else tO than
0 other hand; anyon€ €% 0 ish der
it is tou s others
held accounmblleé ‘sgegaﬁgﬂg re onsibili o
For many peopi® n's) smart i
accepting it for thero Se\vese- of Jane, 01¢ of myg\)toShe was fe,sp(t):n
That was C;"ta‘“:y o 4 of our dep:em“ 'respo blhge ;
SSES- cep atest &
petent former 0O She wﬂlmg\)’ a d gre?
H mes. ) han he
sible for a‘{)"::ctg put he fate othet;t Jiabilicy bec® ';‘;ose of
ilou‘dé\:\;)eteence-—bemme el er than anY one €ls¢ ¢ only she
er ¢ ect be o it WaS = s
ghefoctlc alwfayshde(; :e?::)cgnized that, f;:‘l:siv she w:mt"-. , bot : how
who worked‘ or o coject in 'eably ana efficient¥”
could complete 2 P could doit? Jves!
not true that no one else €O put not 09T

we see those things 1
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Both of these attitudes—blamin
Withh
ol

mw.:mcsiu_.ﬁ.ﬁ: a victim mentality. The belief ¢}, din
el & I D & : € at :mo Wn_n_n
in charge and I can’t do anything about it!” maje Meone &
: "2 ) S Vi 1 1
wind,” in the words of the popular song. It also me You “dug; in M:z
ans e

ing your God-given gifts to the universe, which j YOuare 4
) EOT 1S an mm”—.ozﬁ n:v?

Creator in any religion. Remember the word

: £ s of to th

in the 1960s: “God Doesn’t Make Junk!” When %ﬂ””onvovc_ma wowzm
ANnot de|

nnmﬁo:m_w_:@.ao .omﬁnm. you are also making yourself 3 v €gate
your own limitatons and your often-hidden grandios; Victim—¢
) . ity.
Make no mistake: there are real victims in the s,owa £
Y nlan
)

abuse, war, illness, and, yes, victims of stupidity j
The real queston is how will you Hnmvow%_&U_M M”M s.mn_ﬁ_mnm.
remain a victim or change yourself—and the world—for Qm (105¢ to

In his classic book The Road Less Traveled, M. Scott Pe m_ﬁvnnﬂ.ﬂ
the point that most suffering in life is the result of an n:Mm ke
avoid pain. Do not take on that risky project and you will :meo
Do not delegate responsibility to others and you will not be dis ]
pointed in the outcome. Peck observes that avoidance of pain mo_“?
nothing in the long run. Suffering goes underground and pops EM
up in the most peculiar places. The same challenges will occur
again and again until we address them head-on, with honesty, dis-
cipline, and integrity.

People with moral authority will be asked to accept more than
their share of responsibility because they are trusted, even when
others do not always agree with them. If time permits, they give it
their best shot, and take every project personally. They humbly ask

others to help them improve areas of weakness, keep an open mind

and understand that some of their best contri-
quiet reflection,

ther than only

about possibilities,
butions can come through playful creativity,
reframing of issues, and asking better questions Ta
focusing on answers to the old questions.
When it is time to delegate responsibility,

on partners rather than subordinates. They offer clear guidelines
and remain available to support the people they have asked for help.
In fact, they see themselves as servants to their helping partmers.
 Robert Greenleaf summed up the issue of responsibility in his
_essay The Servant As Leader:

Servant-Leaders take

. Granting
i the & M petter S)

cople 0l would not
the enemty i
[ but do 70t

of love-
Z

Jf 1 want others to give ™

+ Do 1 really trust othe

Bﬁ&m

¢ Dol feel like 2 vic

much? If 50 how €

e In the next wees
two tasks that I

In his Autobiography
only shared power and co
lator, for example—but

that few
stem” Mg

is strong nat
N&&&‘ or who ¢

S onsibility 2
of delegati"® - %5 necessary
e gmmnma._.::m

managing.

¢ doing things 1igh%

e moral au

rs to be 1€s

2. Sharing POV, p ojain

arrang€

er evil, stupid, or
ht make the job

hange matters, not for

ural servants who bave
hoose to follow a non-

C

re easy to Jearn—be

resources, agree ona
le is the decision tO

make the accep-
k-free; o bullet-point
even doing the

ntle but persistent guidance

Ask Yourself

thority:

won&Em, or do Tonly trust

I RIS T PN
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~Bmh of these ?tt?tudcs—bl;uning others ang
gation—reveal a victim mentality. The belief g . Mholdip,
in charge and I can’t do anything aboye it that “Someg, iy el
wind,” in the words of the popul;;r song, It'al;“ﬂkes You ¢ ?Se is
ing your God-given gifts to the universe “.hio }llll‘eans You arg ;ethe
Creator in any religion. Remember the \\‘-ordsc 1S a0 affron
5 & N of the
in the 1960s: “God Doesn’t Make Junk!” When y POpular
responsibility to others, you are also m "o
your own limitations and your often-hj

Make no mistake: there are real victims in the w
abuse, war, illness, and, ves, victims of stupidity in
The real question is how will you respond? Do
remain a victim or change yourself—and the world

In .hlS classic book Tlve_Ra.xd Less Traveled, M. Scort Peck mal,
the point that most suffering in life is the result of an attem tes
avoid pain. Do not take on that risky project and you will notp faEJ0
Do not delegate responsibility to others and you will not be disap:
pointed in the outcome. Peck observes that avoidance of pain solves
nothing in the long run. Suffering goes underground and pops back
up in the most peculiar places. The same challenges will occur
again and again until we address them head-on, with honesty, dis-
cipline, and integrity.

People with moral authority will be asked to accept more than
their share of responsibility because they are trusted, even when
others do not always agree with them. If time permits, they give it
their best shot, and take every project personally. They humbly ask
others to help them improve areas of weakness, keep an open mind
about possibilities, and understand that some of their best contri-
butions can come through playful creativity, quiet reflection,
reframing of issues, and asking better guestions rather than only
focusing on answers to the old questions.

S When it is time to delegate responsibility, Servant-Leaders Fake

_ on partners rather than subordinates. They offer clear guidelines
and remain available to support the people they have asked for help-
In fact, they see themselves as servants to their helping parmers:
Robert Greenleaf summed up the issue of responsibility 11 his
The Servant As Leader:

;lking ).Oumel

orld, ofcﬁme
iy workplage,
."Ou ChoOSe o
—for the bfner;

Y

dden grandiosigy. f

fewer evil, stupid.‘nr
» might make the job
"¢ change matters, not fo.r
patural seroants who bave
who choose 10 follow anon-

, Granting that
Ea system

re easy t0 Jearn—be
resources, agree ond
rdle is the decision 10

o  esponsibility 3
% n }
lelegs necessary
s of 4= ovide the
.crations pr The biggest hu
Wl 1 exf Jable to elp- 1! ;gnagjnq_ )
ded® | pe avatd DD icromanaging b ccep
L |let-point
et-po

1o risk-free; NO bu !

csponS|blht} e c'or even doing the

it 'dﬂnce
e ! ‘: ‘ ; l gende but pCrSlStent Q'Ul
s W 1S O

&

Ask Yourself
thority:

e ME moral au
sible, or dol

1f I want others t0 giv o
Do 1 really trust others to be respon
* Do
myself? R
. Am 1 generally “in integnty with my e e
feel I ictim because others boundaries?
o Do feel like a V1€ b appmpnate

much? If so, how can

« In the next week, will T accnep[:1 ;::
two tasks that I prefer to @0
&g
he not
and ContrY 1 explain®® ) legis”
2. Sharing Power : "

. 'n e
In his Autobiography, e a naring
only shared power an controleo . o so that 3
lator, for example—but arrang
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botn ot these attitudes—b|

gation—reveal a victim mentality. The beli:fal‘ m‘thholdi

in charge and T can’t do anything aboyg joi» that “Someg, "8 d.
wind,” in the words of the popular song, h‘ql'flakes You ¢y : Clse jg
ing your God-given gifts to the Universe ‘;.1:]-0 }:n A0S yo Zln the
Creator in any religion. Remember the \\"ordsc fls AN affrop, t: 5
in the 1960s: “God Doesn't Make Junk!” wy, O the Populy, pothe
responsibility to others, you 1 YOU Canngy g St

are also makin ele
i 5 0 . B
your own limitations and your often-hidder1ggr1}-,al:l(;-sel.f v ﬁm\oef
) : io
Make no mistake: there are rea] victims in the ws“}(a
or]

abuse, war, illm?ss, a'nd, yes, \rictims of stupidity in
The real question is how will you respond? Dg
remain a victim or change yourself—and the world—yf(;lrl t;hﬁose to

In his classic book The Road Less Traveled, M. Scor Pe ekbetter?
the point that most suffering in life is the result of an :ltie .
avoid pain. Do not take on that risky project and yoy will nr::; I— T
Do not delegate responsibility to others and you will not be dis:l '
pointed in the outcome. Peck observes that avoidance of pain s()lvz;
nothing in the long run. Suffering goes underground and pops back
up in the most peculiar places. The same challenges will occyr
again and again until we address them head-on, with honesty, dis-
cipline, and integrity.

People with moral authority will be asked to accept more than
their share of responsibility because they are trusted, even when
others do not always agree with them. If time permits, they give it
their best shot, and take every project personally. They humbly ask
others to help them improve areas of weakness, keep an open min.d
about possibilities, and understand that some of their best contri-
butions can come through playful creativity, quiet reflection,
reframing of issues, and asking better guestions rather than only

aming other, d

, of Cri
the workplac:’

~ focusing on answers to the old questions.

When it is time to delegate responsibility, Servant-Leaders take

: ‘on partners rather than subordinates. They offer clear guidelines

and remain available to support the people they have asked for help.
fact, they see themselves as servants to their helping partmers- bis
Robert Greenleaf summed up the issue of responsibility 11
Tbe Servant As Leader:

2.0 stem” MIENT fany w7
nemy er ' sys not for
"‘; t e € ‘ or a bett ot chim e matters, )
w‘\o ~‘C pCOP (4 o wo\]ld n at’m'ﬂl servants who bave
apgthctldlcir relﬂlo J— is ong ." o choose mﬁ,llow anon-
easich [n shor® téehut donot Jead, or ¥
e, ed
fong" il to )
ofe?

he f e
f, ant’ onsibility 2
5e1 €s!

m—be

re easy to lca

. a

£ delegating 5 &e pecessary Tesources, agree on
ide

A1s of ¢ v 5 is the decision t0
Th?d:ileectﬂﬂons’ p;;“), The blggeS‘,h“rd‘e !
et e be wailable @ thout micromanaging: n make the accep-
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ool when a Natural i
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deepest values of the organizations, AUse the,

e — & s
lom’s of Maine is a company that m

, : akes person
from natural ingredients and takes cq personal care

Prodye
: . ) ¢ 1o secure sypp|: ts
tfrom ethical providers who treat workers fairly. In _ww_wa.oav.
attempt to reduce reliance on =y In gp

petroleum, the company
. i e . V replace
petroleum-based derivative in a deodorant with 4 veget i

glycerin. Half of their customers were satisfied with EMFHMTM&
mulation but half complained. A recall would cost $400,000 "“m
affect growth plans. What to do?

The company looked to its mission statement: “to serve oy
customers by providing safe, effective, innovative natural products
of high quality.” By that standard, they decided that even the old
formulaton didn’t make the grade. So Tom Chappell authorized a
recall. He wrote to thousands of customers, apologized, and senta
free sample of the new product.’

This story, and many others at Tom’s of Maine, support Tom
Chappell’s belief in “common good capitalism.” Unlike many in the
Corporate Social Responsibility (CSR) movement, he does not
believe in quantifying a “second bottom line” Bﬂn _wmmmcammrcﬁmd
good. “Goodness is not a bottom line,” he says. It’s not reduci g

it’s not measurable, it’s only something you can feel and affirm, mE
share....We're talking about a business strategy that nav_ﬂﬁ Nﬁooﬂ
head to do the calculations and the shrewdness, and your mmuoo i
spirit to be in respect and awe of the J..o:ma.n and Mmu:‘% m_.m m: >
ness in nature, in people, and so on. 10 His words wou
nothing unless there were stories to back them up.

Congruent Policies

: installs

TDIndustries, a Dallas-based firm that designs um”_ :MMQ-

heating and air conditioning equipment, has mo:oémar nnwc_é |
ples of Servant Leadership since the mid-1970s and has

“ procedures consistent with their values.

meeting, team E.mn future meetings:
; e way 1
i Wsm had a chan¢

. . " m
that support the prit Qm__ommmo:u
accounting and sharing ©

Some of the policies 2 ﬁmmﬁ dership begin
lying, stealing, and drug ! ervant L€?

Policies co m_.m—u of 2 TDIndus o por i
stage. As the CE grity; YO hi

i inte
“You don’t train fori

There has always rno:<_ most ¢ get by,

people in “Texas. Ewmaolnur
people to learn enoug
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ant Leadership Way.” The vi
celebration Y- e video series was d
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Celebrations

Servant Leadership i

Rob hip is often seen as a seri :

a%: M_,._a MMnMEmum himself once said, “If MWMMWMWQ.EE@? but

_.E.an. ﬁﬂrﬁwirm: accounts he had a marvelous c.:.___M ‘éo:.a Bet

Fience s cel m@ﬂ as a youngster, Greenleaf was .:m; m@._vo m”nsmn of

did not Euwmm mvwmmonm because his parents had little 0 expe-

could have mo_n__ ,_m amm._: of rituals of celebration. As mﬂwmm mﬂﬁ_

self and his mpnm,_ww EMW ﬁnﬂ n__ﬂom&, but decided instead to give WEH

the st e had missed as a child.

&mﬁm. meﬁmm_.m“wwoﬂmﬂa the house for Valentine’s UmWMnﬂzwmm%mwwwﬁ

ship, even thou mv Mmﬁmnmm an aunosphere of enjoyable companion-

person. He nmanm?zvnnw\wm a natural introvert and was not a gushy

ey 4 se co- .
and WEE:& his share of Fw%nhunwwmmm toiplan forms! celebrations
e - : :

Orlmaﬂwmwwﬂmwa celebration is more than staging an office

e OcB::..Ean ask Southwest Airlines. Southwest created a

called “LUV;” is int A that fun, and that Southwest value

annual mnnmnm of Mrmgmn_ into all aspects of its operation. At their
e Heart celebration, Employees (Southwest

5 : : .&Su%m el 1
s their :bm__”m rnnonomﬁoMm Employees” and “Customers”) honor
L , like the Gate Agent who leased a private plane

VIUNGAY SR 555

yency medical care after she broke her leg
¢ celebrations abound at their centers

the count®Y st Customer for years, 1 (Don) have wit-
w those LUV folks bring
1 remember the pre-flight safety speech
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ndant dressed as a bunny
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Setting Quality Standards for Performance
The examples from Nordstrom, A,U.Hsmcmimm,
and numerous other servant-led companies
how to set standards for mmnmcnspnno. to €s :
will earn individuals and companies moral authorty-

ession of the joy and passion that
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ples and supported by st0-
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and initiated his share of infonnalroflress.to plen s celebrator
- Servant—Leader celebration is more than staging an office
CulChnsmremsC party. Just ask Southwest Airlines. Southwest created 2
Sl Uo‘;r:’n.ut.tee to ensure that fun, and that Southwest value
: ’ 77 is integrated into all aspects of its operation- At their
He.roes e of the Heart celebration, Employees (Southwest
pitalizes the words “Employees” and «Customers”) honof
g heroes, like the Gate Agent who leased a private plane

are after she broke her leg

medical €
bound at their centers

ner .

memct;::: ;louthwcst celebrations 3
for years, 1 (Don) have wit-
nts that § ow how those LUV folks bring
many evche fun. 1 remember the pre-flight safety speech
i ¢ perfectly welcome

ho said pas . .
id it out on the wing! But my favorite

e as | efe an Easter Sunday. The plane was pulling
memory hﬂth ramp when 2 Flight Attendant dressed as 2 bunny
Wiy fYOmt o(; d‘ﬂe galley and hopped up and down the aisle wish-

PO?ped oY Faster! )
i ssion of the JoY and p

eryone a happy -
g jon is 2 natural expre assion

very

over more

tomer service
here, NOW,

alone, but you can start

Setting Qua

The examples from Nordstrom == -

and numerous other servant-led companlesez:bmh benchmnrks dat
rformance ’

how to set standards for pe e ol g

will earn individuals and compan!
e from the

tanda
1. The most powerful performance ; s on 1
deepest values found in th
the mission statement only 0
sion is to return share
2. Top performanc® results P o imp y
their own creativity m:ld Pa::acke heir SUP
. T oF
enduring pﬂncnp\es, an e
: e per’ orm
3. Even though no 0r¢ is e ‘hp
cials should be congruen
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SHip
employees become dispirited. §;
louder than words. mply pu, Actigy,
S wvmmr

4. Creating a culture of accountability re

. el o . quires .

ing, story-telling, careful scrutiny of oli . ONgoing |,

and loads of patience. s S, om_mrzas-
- O:_
5. ...5 n._sv_ov.nmm should be part of the enterpri

judging standards of performance s Ommmﬁsm ang

Listing these principles is one thing; beginp; :
them is another. But that’s the joy of the S n:,w:?m,m o Plemeny
ing fresh, exciting ways of nru:m,.m:m vour litde co eader way: seq),
Trying and failing and trying mm&W ‘and mcnnnmamm_. m». &m vord.
uvoc.ﬁ vour own deepest values even as you no:masuﬁ_.,. mn%ﬂ:m o
.mnn.__sm satisfaction at the growth of others. Marveling Hmr e
ishing power of human passion, commitment and nmmuas.w.ﬁsa.
environment where it is rewarded. T

As for moral authority, it is uldmately a by-product of acting 35
a Servant-Leader, not a goal in itself. It is a test of %?E&womg
conducted and scored by others. And that is as it should be. ,

Ak

Ask Yourself
Does the culture in my workplace nurture and reward
accountability?

What is my role in fostering accountability, not only for
projects, but for persons?

What are three things I can do this week to hold myself
accountable for the growth of others?

l

7MO§.>C—:C~C.— I v s

5 Case Srudy in Moral Authority

her in the
. when I read profile of
ard sboutJo uorﬂm_mmﬁm representative of the La Crosse

ber of the unwieldy thirty-
i) Councs % »me M&ﬂmm\um& middle executive, told

] 't sit on the
bef Coun¥ . because ‘I just couldn’t he
r someone else to change it
o consciously chose to lead.
ired Jai’s leadership because
kes,” noted the am@onmﬂm_a

i ility while

ibited trué humility

mmon §70 AEU . to following sustainable

be sough® th Hnoaﬂmn& the city 10 g susele
: iding legisla®O" ; fan letter and arranged 2 conversat ‘

i .1 ! o ) new 0

-ould bea woﬂmn?_ example of 0 ;
thatshe 70 oh. T wanted o meet

.12 Mostly thous
4 moral author® lain sight among Us: i

S vant-Leader hidden 1 P 4l like Robert Qnmaw.:
e nm d wise mznaﬁ_ and ongnih
. (« w1l )
who sout - ppointed- + o}y beau-
pimself. 1 was 0ot %m.mmvﬁam-n_na among the vRu%GU:Fm_WBﬁ
3 A na -ﬂaﬂ nes - % - Ef.ﬁ—- aﬂh_- A e

Jai grew P ¢ Mississippl i radi-

- i e Upper+ rals and T
R S bordering th > d serong MO
ME pmos_nﬂ: vian background n_sﬁr.ﬂuﬁ..a uqO, g vou €0 ald

er Scandind ACKE 3 e sin ) -

1S
i, W Vﬂ .oﬂn.ﬂom.h—.ﬂﬂ WY
cl humility: To B T hat GOt S
comi,” She 2595?”2%“ ,_oﬂ.,d_w.acs the C1t¥
) Qv 15 C ) Ceru’re on gl
hard to sit here and nee ple say ‘Oh, wow, youre :
- a i N e %mo Bl —= o .//funn«.n .
bragging a litdle. Som aoapd. 18aYs
Council: vou're on the County vw...ﬁr '
id . repeCHIVE: ) 55 .
map of the g mﬁ.% nge qssortment of cours \Vhen
llece. Jai took a STRANS™ * Jis
In college, J © ker who relis ope SCATCE
simply loved learn English ajor, 10D o
* N & ‘) 3 d 1 eled
she graduated as an r:w } cheese- She LEF:E::

R ves W ated T rant? S
Wisconsin nauves W Jo L ioh with 31 o roup homes:
cut firewood betore &
marily offered services Mc”.. \lzheimer patient- ¥

. d . & - S o »)
assisted living, service®

ties and more. .
1 —&:au..
1.5 weme later Uaacnmm ;..11:&& the o
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after residents—“the
putit. At the first s
said, “The reside
ombudsmen looki
while the corpora

People wh, ¢

. the
aff Mecting, she called"

nts have socia] worke

Ngout for they

) A m
—even pe Y My Mang
te staff need People 5 be

! the an

organization. As [ see my roleS tI?r:]OS]: afer the heah}: (S:fa:l: ]e‘.&l\d

to look out for you” ' =y Person Whoge " Enty

They tested her ang found she serj i
class people,” she says, “vou have to earn mer.l(])us' Wi ki

big time! I try 1o demonstrate a worl ethlcom a-‘]thorit"-\ C:g

never break my word or betray . L.ecp e iscz‘

conducted surveys and inigate
people preferred, when they
what was fun for them. Then
to the jobs, and was successfu

Jai was not imposing a mo.
“invert the pyramid.” Sh
Scandinavian common sense

T
stand g »

: out whyy

would like to start theijr sh‘i‘frhs“e]:bs
she did her best to match the ;;eo e]n
1 more often than not. #

del of change fanagement or tryingy,

e was simply operating from e,
and her own sens

crew’s purpose is to serve our clients and my
Doesn't that just make sense? It may

its fun for me to uy

e of engagement. My
purpose is to serve them,
sound odd to some people, byt
and make people more happy and satisfied in
their jobs. Its not that I'm purely magnanimous. In my head, thats
just logical—that’s how you manage people and get results.”

The word “fun” appears frequently in Jai’s conversation, remi-
niscent of Greenleaf’s dictum: “If it ain’t fun, it won’t get done.” It
even appears in the Environmental Services Purpose Statement her
crew lives by: “To do the best possible job in the least amount of
time with the least amount of effort, the least risk to per.sonal safety,
and the least disruption to the residents’ lives while havmg'the 1,“03;
fun.” Jai finds fun in situations where others tear out their halrl-in
love that tension between upper management and the .front-Ymel
staff,” she says. “It’s crazy-making. It’s so stressful sometlm‘frsllhm,S
work on resolving the tension but you'll never get there.
why it will continue to be challenging.” of 35

She is an advocate of the people she serves and sees hel‘Sl -
‘one of them. “I hate elitism. People like cleaners are the clos

Nuras -

jokes

{d's open season for 1hm‘_

stem- 17 need to tell you i
- s are paid extra®

cas B
o .
anit has an accident

C
; s ayer
pave © ; 5, nhcn football p! i}dcnl
L ha TSy . / v S Y
LW \“‘dt <te ki afterare ﬂ'\f(:.“’h“smmt
" gids e sy sans UP lity © “You'
P alue 87 4 cled at your quatie hese peoples You re
50y ing. LOO‘T‘ ving 0 tell the ! Their |eader
iﬂ‘e v put 10 not (;u“urc 15t K kﬂ housekccpc : . they ’ATC-F
e . n 7
. er B orta .
You're €Y convey how ‘mi\)ogies for her crew
e ay 10 no iza-
hipping 2% e latest tech _and her organtz?
[ o 1
o

pat 3507 1< acco le you just
S; also de“;:a 12-18 mor‘l\ eihié put some pecP v e
ork !
rong bt

- onact On
e “‘npﬁc
ne atl‘
ey have such 2 €
udg because
00d 1%°F 1o0se
t
g cu 8

ersuasion i
cs and P 4s to Jai's political
xten! populism an

On Politi

rogressive
g ed.
Wwis W at” she remember
o ent,
overnm Co
en
just to keep the T

. She atten o
S_C“e- any others who hmd o eng.
o Sohm was a Servant-Lea er
that she ¥ Les
familiar with the languag 1 mode o

' Ms ]ohnson’s preferfe s g
her to summarize her “big te

er

) Ly can’t get
politics and on the job. ) :

1f yo! t O
ee O ht ou
an agre bus Ng
i what you c' hasing the
-+ Wit re C
. “Al'd.‘a)’S star the value, you js is th€
se€ S
everyone 0 ..o tha
zing © m
the gate.” hings by emPha:;‘ pehavior fro
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o “put a moral sp You chang

right thing o d°-
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LEADE} ' 1 didn’t get
: RSHip like me- ¢ ‘'t follow
heights. I don’t preach. I j ou'TE just 1% 4 me though 1 didn'tio
that persuades them.” - LJust try to ko 5 ] vanucmn <ao: ¢hat invited MS £
= S L} Ak ¢
* Support tk . “Plein ete% orgdM = e
; 1 the case with accurate statjsr; Vay __g_v_ﬁ from ! ,_:E; to 2
inancial details. “You can sell s SUCS, case gryq: e anE. cned b Mﬁmz.u
others on the hard side ome pegp|e tudieg it P (staine 'y .+ and
e ard side, so also sel] j mw on the g ang St { get up every morning u_:_
‘ nomic sense.” Or its gg sid like Jal ment anc
od by ar-Leader 175 e of managemen
* Don’t dentonize others or assum Singgg o Joes 2 mmamum 2 full, nonrSn& lif ? O ey gt angry at
The newspaper profile o e Superioripy nr.g:msmnm ¢. but it 1s not alway AT could take sO
practices what she Eamoﬂwﬁ& colleagues who %w Yoursejy face %mu ghe just does ! .@ 215 1 wish there was 2 m_ *ich just ot mY
1 “p: SO 1 jncs’ me u
1ssues. mﬂhmTﬁ_: wrﬁ —m.ﬁ—m.r.m. :dﬂﬁﬁﬂﬁmohﬂm~ DDH— mﬁiﬂozﬁmn HB mohmm. Mamﬁ.uﬂﬂ& —wm.ﬂ wﬁmﬂ mOﬂ a 00.5@—@ Om &ﬂ%ﬁwmm' are mﬂﬂﬁﬁ Dﬂ& <GQ
pool and my cigarettes! The coura w nmﬂ_ozsm:& misws_ m_ Jidn't €L 50 3.8 e struggles; the noémmw S s me for helping
area that needs work.” That _.ﬂbmﬁ.”_ Om:mv‘ Convictiong wm_Mm Qature: But mmm?rﬁﬁm when 2 nOﬂmﬁEnnHm nts Y mm@uaﬁnﬁﬁm.
. o . .
.v:wn_m&w the reason people trust her, b onest 7:3:3« : ﬁamon& to me plem of 2 client comp 1me oss, that’s the ulti-
is dead serious about being as con > but they also kngy s r; e with @ Pro s P glad you're aﬁ. 0s _n .
: ) . e y . me.
>:.m8~“mm argument that ezhos Honmwmdwﬂn&w ossible. *T hip e aﬂﬂwﬁmgm the greatest Bomﬁﬁow M”.moésn_, and 2 solid
actions] is the m , -1ATACTEr as rey te comp . . She isa no .
o « ost powerful persuasion tool.” =aled by " Jai Johnson is her owD vmm.mw en. She has studied er_o? but
I can never listen enough.” atizen with no husband or € ranm. to quote the ethic 10 the mmnm
H rather than relying on doctrine, 1 «Be good for goodness vl m.m
| er approach works. When Councilwoma sunta Claus i Coming 10 Hwé:. thoughtful, 8395& an
ol pe argued for a resolution to support th . Hogmo: md Aristotle would agree- She is funfth © it. Greenleaf once Wrote
Qﬁ_nm OM ..YH,_.-Q Natural m.nmmu »aS dich € mOOLuﬂmb&.ww vﬂsu I | w—uﬁfﬂm—@n\lﬁ ﬁmmmOmu Om mmu:.u
dence on n ’ wedish system for reducing d absolutely = der:
onrenewable resources and i g depen- hout this quality in 2 leader:
core values everyone could agree s and synthetics, they emphasized RS ljty that leads him t©
with statistics, real-life oama%_“m %%MMMSQ then connected the dots Spirit in a leader, as 1 se€ it, 18 9.0 paw Mw the 6 mid and the
: e . ) experts o - ate T
cial projections and listened respectfully MM. J. and realistic mm»:. sk and venture; this 18 895@“ 4 to follow. Spirit directs
the surprise of many observers, the issue mmmﬁmom:uo: voices. 18 ess venturesome Who are m:.n».mMc h. or uncertai i rnms-
) i ’
La Crosse citizens might b L . the leader when the going 15 T g ce to the Jess hardy:
ght be stunned to know that Jai Johnson ardous, and gives strength and assuran < ing peri ods when
; leader in long depre the leader for the

is a dyed-in-the- :
¥ wool introvert. “It taps my energy to run for polit- Spirit sustains the

‘o IS
1. Spirit armors - is an aspect of
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ical office,” she says. “It’s not natural for me to
. e \ : be on stage or tele-
M_WMM.HWMMan I Soc_.ms t be so exhausted if I learned to :mq. outside
stonds 10 2 Mo:o a little better.” Yet, her influence soars when she
playboo m Amw.. mmmm_ﬁ from her heart rather than from a political
e oprcech at rw what happened when she addressed people from
: no for om%o mnm_ mnm:u: monﬁaﬁnmo who were interested in
i HEE?m:bn ; Mo . m ce. “I wasn't polished and I didn't toe the party line.
e oﬁm&” mg:n how I won my race. Later, people camé
P to me and said, ‘T didn't think I could do this but now I think

things are not going W€ o
stress of crisis and the unexp
inner strength. .
: . :
From my limited vieW mom things:
of belief and no -_omrnm.. Mo i
most orthodox n<m=mmrnm s, P

o ce.
that it makes much differen
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Jai Johnson Delieves :::. .r.“w.q.s_:: _h_:_c_...w_;_, i 0 paly W
suited for local electoral P! ._._“_.p .f_. ..___1 E:_ _.._w__..,. __d:s. well yow,
people’s .E::._":c... ,<:J__._ _":c__:f.m:._,.r__ .:%:._3 given the o)
mancuvering she’s WINESSed. :.‘ ..:.r;. not _F.___.Sc Se
Leadership is a magic bullet :_c:_:mv\ for c:.__r.__.. politicy o
cant issucs. “You know what a magic bullet is?” she asks. “A oo
start! But 1 do see f_m:_::_._:__i a8 _:_<_=_.". .‘_E._:..c::,._ (0 unite
people at a time when most issucs .__<:_r” us, and _. groes way beyon
the environment for me. 1f you could link the .r:.__.sw_: _.A_\.E_s.z_:_.
approach with sustainability, that would be cz_..w_c_.ﬁ.___z__.v,. :

Some have urged Jai Johnson to run _:_..::_cc in :F..z::e leg-
islature, or even the United States House of Representatives, She's
not so sure. “There’s plenty of building to be done _:9__,_«... she
says, “and no one in Washington would understand my Feingold
and cheese jokes!”

___.._c
I al
CIvang
poy.

Ask Yourself
* Do I feel any call to exercise my role as servant in a wider
arena?

. e Tatk | for
* How does my way of operating compare to Jai’s model fo
using persuasion?

: " aQ CETVE in
* What sustains me every day to get up and act as servant
spite of the challenges and disappointments?

&
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