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Servant Leadership

Donna Forgy
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Why Most Say They Stay 

• Personal Growth and Opportunity

• Exciting and Challenging Work 

• Meaningful Work, Making a Difference

• Great People - Being Part of a Team; Family-

Friendly

• Inspiring Leadership

• Recognition for Work Well Done

• Fun on the Job
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Continued

• Autonomy

• Flexibility (example, in hours, dress code)

• Fair Pay and Benefits

• Pride in the Organization

– Mission, Vision, Values

• Great Working Environment; Cutting–Edge 

Technology

• Job Security
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7 Reasons Employees Leave

1. Unclear or Unmet Expectations

2. Bad Fit—Mismatch Between Job and Person

3. Too Little Coaching or Feedback

4. No Room for Personal Growth

5. Feeling Devalued or Invisible

6. Current Business Reality

7. Poor Leadership

1. Loss of trust/respect of the leader
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Pick Your 
Top Five

Why Leaders Fail
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Top 14 Reasons Leaders Fail

1. Inability to Lead Change 

2. Leadership Style 

3. Poor Interpersonal Skills or People Skills

4. Arrogance not Confidence

5. Poor Ethics and or Values 

6. Cannot Build Teams 

7. Lack Innovation/Creativity 
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Continued

8. Poor Communicator 

9. Doesn't Remove Poor Performers 

10.Lack of Vision 

11.Lack Business/Industry Knowledge 

12.Fail to Execute 

13.Fail to Take Risks 

14.Doesn't Follow-Up
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Leadership

Leadership and learning are indispensable to 

each other.
– John F. Kennedy

Influence

”Job titles don't have much value when it 

comes to leading. True leadership cannot 

be awarded, appointed or assigned. It 

comes only from influence and that can't 

be mandated.”
- John C. Maxwell, 21 Irrefutable Laws of Leadership, 1998
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Management vs. Leadership

• Management is doing things right; 

leadership is doing the right things.

- Peter F. Drucker

• You manage things; you lead people.  
- Grace Murray Hopper

Exercise

• Leadership Characteristics

• Management Characteristics
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Servant Leadership

• What is servant leadership?

• What kind of authority do they have?

• What does it take to be a servant leader?

Robert Greenleaf Definition, 1970

• Wanting to serve others

• Non-materialistic

• Not focused on power and control

• Focused on growing people

• Desire to give the underprivileged a 

voice and help them succeed
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Donna’s Definition

Servant leaders:

• believe they have a higher calling

• devote themselves to serving the needs of others

• focus on meeting the needs of those they lead

• inspire personal growth in themselves and others

• listen and build a sense of community

• treat others as they would like to be treated.

NOT Always a Formal 

Leadership Position

Servant leadership encourages 

collaboration, trust, foresight, listening, 

ethics, and influence.
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9 Qualities of a Servant Leader

• Values diverse opinions

• Cultivates a culture of trust

• Develops other leaders

• Helps people with life issues

• Encourages

• Sells instead of tells

• Thinks you, not me

• Thinks long-term

• Acts with humility

Characteristic

Servant Leader

Awareness

Persuasion

Conceptualization

Foresight

Listening

Empathy

Healing

Stewardship

Commitment to People

Building Community

SERVANT-LEADER
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CHARACTERISTICS

1.  Listening

Do people believe that you want to hear 

their idea and will value them?

•Listening to self

•Listening to others

•Active, not just passive

•360°, top to bottom

•Listen completely before deciding
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Improving Listening Habits

• Listen for ideas, emotions, and feelings

• Listen for what is not being said

• Control your emotional reactions

• Overcome personal prejudgments and 
distractions

• Keep an open mind

• Listen more than you talk

• Hear the other person out (don’t interrupt)

• Use open-ended questions for active listening

2.  Empathy

Do people believe you will understand 

what is happening in their lives and how it 

affects them?

•Servant leaders put themselves in other 

people’s shoes.
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3.  Awareness

Do others believe you have a strong 

awareness of what is going on?

•Self – awareness (assessment)

•Awareness of others

4.  Persuasion

Do others follow your requests because 

they want to as opposed to because they 

have to?
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5 Levels of Leadership

5. Personhood – Respect
– People follow you because of what you are and what you represent 

4. People Development – Reproduction 
– People follow you because of what you have done for them 

3. Production – Results
– People follow you because of what you have done for the 

organization 

2. Permission – Relationships
– People follow you because they want to 

1. Position – Rights

– People follow because they have to 

Law of Respect

How a leader gains respect 
1. Respect for ____________________ 

2. ___________________ 

3. ___________________ 

4. ___________________ 

5. ___________________ 

6. ___________________ 

Test of Respect 

1. The response of the people when the leader asks for 

_________________. 

2. The response of the people when the leader asks for 

_________________. 
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Large Beverage Company

R – Reach out to all new employees – First Impressions Count 

E – Emulate what you expect – Model the Right Behavior 

S – Seek out wrongs make them right – Hold People 

Accountable for their Actions 

P – Provide honest feedback the right way – Communicate 

Consistently 

E – Explain your position and listen to others – Two Way 

Communication 

C – Catch someone doing something right – Positive 

Reinforcement 

T – Treat all employees fairly and with dignity 

Acts with Humility

• The leader doesn’t wear a title as a way 

to show who is in charge, doesn’t think 

he is better than everyone else, and 

acts in a way to car for others.  

• He/she may in fact, pick up the trash or 

clean the table.  Setting an example of 

service, the servant leader understands 

that it is not about the leader, but about 

others.
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• “Being in power is like being a lady.  If 

you have to tell people you are, you 

aren’t.”
- Margaret Thatcher

• Leadership is the art of getting someone 

else to do something you want done 

because he wants to do it.
– Dwight Eisenhower

5.  Conceptualization

Do others communicate their ideas and 

vision for the organization when you are 

around?

• Servant leaders see the big picture

• B.H.A.G. but S.M.A.R.T.
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Importance of Planning

• Predetermine a Course of Action. 

• Lay Out Your Goals.

• Adjust Your Priorities. 

• Notify Key Personnel.

• Allow Time for Acceptance.

• Head Into Action.

• Expect Problems.

• Always Point to the Successes.

• Daily Review Your Plan.

6.  Stewardship

Do others believe you are preparing the 

organization to make a positive 

difference?

• Seeing greater good of society

• Using and developing talents of 

members of an organization.
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7.  Collaboration

• Work together with people inside and 

outside an organization 

• Not focused on power but instead on 

greater good by bringing diverse people 

together

Values Diverse Opinions

• A servant leader values everyone’s 

contributions and regularly seeks out 

opinions.  If you parrot back he leader’s 

opinion, you are not in a servant led 

organization.
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8.  Trust & Encouragement

• Value-focused, encouraging openness 

and trust.

• The hallmark of a servant leader is 

encouragement.  And a true leader 

says, “Let’s go do it”, not, “You go do it”

Law of Trust

Trust if the foundation of every relationship.

To build trust you must demonstrate 

• CONSISTENT ____________________ and 

• CONSISTENT ____________________
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The Trust Test 

• Do I promise more than I deliver?

• Do I deliver on your commitments?

• Do I ask for more than I actually need?

• Do I “sugar-coat” problems or tell half-truths 

• Do I stand with my team when it hits the fan? 

• Do I pitch in during times of stress?

• Do I respect the differences in people?

• Do I freely share my knowledge and expertise? 

• Do I share the limelight with my teammates? 

• Do I complain to outsiders about the team? 

9.  Community

Do people feel a strong sense of 

community in the organization?

• Build community with and outside of an 

organization
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10.  Empowerment and Growth

Do people believe you are committed to 

helping them grow and develop?

Not just your favorites

A leader isn’t always leading, but instead 

giving up power and deputizing others to 

lead.

11.  Delegation VS. Dumping

Best

Average

Worst

Doing

Dumping

Dropping

Distributing

Delegating

Deputizing
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12.  Calling

Do people believe you are willing to 

sacrifice self interests for the good of the 

group?

Is being a leader is what you are “called 

to do”

Video from Sue

13.  Healing

Do people come to you when the chips 

are down or when something traumatic 

has happened in their lives?

• Help your staff become whole

• Consider their history

• Build a future together
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Help People with Life Issues

• It is important to offer opportunities for 

personal development beyond the job.  

Let’s say you run a company program to 

lose weight, or lower personal debt, or a 

class on etiquette.  None of these may 

help an immediate organizational need, 

but each may be important.
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Examples of Balance

Great Enough to be Without Pride

• Team gets the credit, you get the blame

Compassionate Enough to Discipline

• Must not be soft – set high expectations and follow through

Right Enough to Say, “I’m Wrong”

• Leaders make mistakes too, admit you are human

Wise Enough to Admit You Don’t Know

• Find out quickly, but do not mislead

Busy Enough to Listen

• Beware the busy manager – they do not lead

Paradoxes are not easy to balance.  Here are a few examples…

Greatest Paradox

Leading Enough to Serve

Focus on the Organization

Humble, no ego or pride

Emphasize the role of others in success

Accept responsibility in failures

Constantly seek opportunities for improvement

Roll up your sleeves

Stress what is best for the organization, not the few

360° Support

Listen to Stakeholders

No job too big, no job too small

Participate, listen and build consensus to lead, not manage

Far more…

Just a few of the underlying paradoxes inherent in service and leadership…



5/17/2017

24

Team Performance

Job Description – Non Servant-Leader Approach

• Objective: Command and control

• Created once, revised only during turnover

• Written by hiring manager each time

Job Description – Servant-Leader Approach

• Objective: mutual understanding

• Dynamic, reviewed annually

• Initial draft by employee

Performance Standards – Servant-Leader Approach

• To meet my performance objectives this quarter, I must…

• Employee initiates, manager reviews

• Servant-Leader must ensure staff does not take on too much

Aligning corporate HR practices with Servant-Leadership…

† © 2008 Benjamin Lichtenwalner

Your Dominant Style
Fish 

Philosophy


