
 
 
The Door or the Floor?  

Management Makes or Breaks Your Service 
 

“The speed of the leader determines the speed of the pack.” 
                                                                         -Ralph Waldo Emerson 

 
 

Behind the Door 
If I receive poor service from an organization, I go directly to the top leader to find out 
if that is intended or not. I realize you can hire a bad employee (no one is perfect) and 
that people can have a bad day. But a consistently subpar service goes to the top level 
of any organization. 
 
When Domino’s changed their name from Domino’s Pizza, you knew it was more about 
distancing themselves from bad reviews attached to the old title than the different 
offerings they serve. The same is true for Comcast/Xfinity, Truist Bank (formerly 
SunTrust and BB&T), Verizon and others. 
 
Last month my mother came to live near us and moved into an assisted living 
community.  The salesman spoke several times with us as we explored the different 
locations and services. He won us over with promises of tremendous service and respect 
befitting a woman who has lived almost a century. We felt she would receive the 
personal care, services and perks he had told us about in the interviews. 
 
The day she moved in the staff seemed unprepared for our arrival. Although there were 
balloons and a welcome note on the door of her new apartment, no other provision or 
expectation was made for her to move in on the date we had agreed upon. 
 
Two calls to the sales director were made. He contacted Mack, the executive director, 
and the message we were told is that “Mack is furious” that the ball was dropped on 
our move-in. Changes would be made, and we would witness their superior service. We 
moved her there expecting the doctors and orientation team would be on the ball. We never 
met Mack and all of the follow up had to be done on our part. 
 



There is often a noticeable gap between what the sales team sells 
and what customer service will provide.  

 
An employee told my mother that Mack spends his time in the office all day long with 
his door closed. She said he never comes out to meet, greet and listen to residents and 
families. It makes for a poor attitude among the staff passed on to residents and families. 
We are very frustrated and feel unimportant to the company. 
 
My mother is convinced that the only way she has been able to get service is my wife 
and I calling and leaving messages with the office.  Meanwhile, neither of us have 
spoken with Mack… he seems entrenched comfortably behind his door. 
 
 
Walking Around 
In the 1980s Tom Peters co-authored (with Robert Waterman) the ground-breaking 
book on management, In Search of Excellence. He advocated a management technique 
known as “MBWA,” short for “Management By Walking Around.” Peter says, the need 
for MBWA was ‘the most important message Bob Waterman and I attempted to pass along 
in In Search of Excellence.’”  
 
Abraham Lincoln managed by “walking around.” More photos were made of him on the 
battlefield meeting with generals than in the White House while in office. He personally 
coached new generals and oversaw strategic plans. He was so involved with tactics in the 
war that a cot was reserved for him in the Western Union office so he could communicate 
with his leaders and receive messages from the front lines.  
 
Prior to the American Civil War, no sitting President had directed battlefield operations.  
Lincoln personally gave orders via messenger and telegram to General Ulysses Grant. 
Lincoln and Grant formed a partnership during the war. Their mutual relationship reunited 
the nation. 
 
Likewise, Lincoln habitually saw troops off to battle at the train station in D.C. He shook 
their hands and wished them well. They felt like he was personally behind them in battle. 
The result was a loyal army who helped reelect him when their votes were counted in 1864. 
 
King George VI refused to leave London during the horrific bombing by Hitler’s 
Luftwaffe.  The king and queen walked around town the day after attacks, met and mingled 
with the people and encouraged them. As a result, they were personally loved by the local 
British subjects. 
 

Strong leaders build personal loyalty  
and community among their people. 

 
Peters strongly believes in building community in the workplace starting in the C-Suite. 
He says, “Community organizing is all about building grassroots support. It's about 
identifying the people around you with whom you can create a common, passionate cause.” 



 
 
Insulation & Isolation 
By contrast many CEOs are “insular leaders.” They isolate themselves for various 
reasons… lack of people skills, fear of authenticity with the team, or their own personal 
reasons. They remain “walled-off” from everyone in the organization. 
 
Former engineering CEO Chuck Missler said, “The reason CEOs and executive directors 
are so insular is because they can’t trust the people around them. They come in constant 
contact with shareholders, members, staff, employees, competitors, etc. all of whom 
have an agenda. Some of these people want to agree with them, some want to suck up 
to them, some want to defeat them, and some want to just get close to them so their 
power will rub off on them. So, they isolate themselves from everyone whom they 
should be closest to because they feel that they can’t trust other people’s agendas.  
 
And in many cases, rightly so. 
 
But this leads to an isolated leader who lacks good judgment and the trust of those he or 
she should be depending on to help both the organization and them personally.” 
 
The team tends to take their cues from the leadership. Be cold and indifferent - and don’t 
be surprised when your staff and employees treat your customers accordingly. Be authentic 
with everyone and you will have an organization that is the envy of the world.  
 

Wander around the floor and you get results.  
Stay behind the door and you get headaches. 

 
Southwest Airlines recently lost its founding father, Herb Kelleher. He brought a vibrant 
personality and cast his vision for a “different” airline company. As a result, Southwest 
continued to turn in quarterly profits for years and ranks among the top in customer service 
surveys every year.  
 
Is that any wonder? Do you think Kelleher’s attitude was “contagious” within the 
management and employees of Southwest? 
 
 
Walking the Floor 
We recently inherited several automobiles and had a driveway full of older model cars. Our 
home looked like a used car lot! When we sold the first car, I explored several options. 
This was unusual because we were only selling the car… not trading it for another vehicle.  
 
I checked out each offer and finally went to a local dealership. From the first contact with 
the sales associate, I felt this would be a different experience. He was friendly and 
introduced us immediately to his manager. 
 
Reader’s note: if you’ve ever purchased an automobile from a dealership, you rarely meet 



the sales manager right away! He’s in a room or above the showroom isolated from 
customers. And you never meet the General Manger or Owner. 
 
Soon they came back with a very good offer for the older vehicle and we gladly accepted 
it. As the manager put together the paperwork, the sales associate pointed out a man 
walking around the showroom floor in a distinctive pink shirt.  
 
“That’s the general manager and owner,” he said proudly. “He treats us all with respect. 
It’s not unusual to see him out greeting customers, back in the service bays, in the customer 
service lounge or wherever he feels he is needed. He is very approachable! And he pays us 
a straight salary, so our customers don’t feel we are trying to force a ‘deal’ on them for 
personal benefit.”  
 
What struck me was the pride this man felt for his boss. He openly shared the entire 
company chain of command without the usual “fear of the boss” attitude. Everyone in the 
showroom was friendly and cheerful. I think we will be back to sell or purchase another 
vehicle from this company. 
 
Are you managing behind your door or out on the floor? Come out from behind the door 
and walk your floor. Meet, greet, socialize and listen. The style you portray is picked up 
by your employees. So, does your management style attract customers and great 
employees to your organization? 
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