trodden %round—tmh’l the final retiree
was announced. For this security officer
retiring after 40 years, the applause was
longer, smiles broader, spirits higher.
The audience hushed as the officer’s
accomplishments were listed. The pres-
ident then announced a special gift to
celebrate this retiree’s contributions.
The suspense was palpable. We then
heard a buzz as a man appeared in the
doorway. We could hardly believe our
eyes! Down the aisle walked one of the
most famous people in business. The
surprise visitor walked straight to the

Leadership Excellence

cefully retired a few
rawkward moment
EO commented that
to see the person on
had thought he was
golf course in retire-
k mark on the -
Contrived chamrepl;:n-
s misses the mark.
n’t just celebrate. A
ceeeeeee ———_—zes and affirms what
you accomplish, but a grower of cham-
pions shows respect and admiration for
who you are and believes in you when
others may write you off. A grower of
champions campaigns on your behalf,
backs you against all odds, and defends
you against all foes. The concept of
leader as a grower of champions goes
beyond the usual affirmation. Leaders
as champion growers don’t view their
role as cheerleader—they see them-
selves more as stewards of reputation.
4. Align advocacy with vision. When
famed tennis coach Mike Estep talks

R

Chip over. “Young man, you can never
boss me! I was bossing when you were
just a gleam in your father’s eye.” She
then marched into the branch manag-
er’s office and demanded a transfer.
Chip never dreamed that one word—
“but”—could render an attempt to
affirm so ineffective and inflammatory.
Conditional affirmation (“You're do-
ing a great job, but . . .”) turns receivers
deaf to the positive commentary. And
if the critique carries parental tones,
power and status issues are raised. The
best leaders separate praise and criti-
cism. If your goal is to praise, praise. If
your goal is to criticize, then criticize.
Mixing the two in the same sentence
or session can turn a confirming pat on
the back into a controlling kick in the pants.
The word champion comes from the
Latin campio, meaning trial by combat.
Champions are tested in adversity or
challenge and found to be with sub-
stance and character, not just someone
with talent or tenacity. Leaders who
grow champions zero in on surfacing,
nurturing, and affirming the best.  LE

Chip R. Bell and John R. Patterson are customer loyalty con-
sultants and the authors of the best-selling book, Take Their
Breath Away: How inative Service Creates Devoted
Customers. Visit www.taketheirbreathaway.com.

ACTION: Be a leader who grows champions.
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