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ChrisDeRose, Noel M. Tichy : Judgment on the Front Line: How Smart Companies Win By Trusting Their
People before purchasing it in order to gage whether or not it would be worth my time, and all praised Judgment on
the Front Line: How Smart Companies Win By Trusting Their People:

0 of 0 people found the following review helpful. A breakthrough in leveraging successful leadership that can lead to
organizational success!By George A. WolfeChris DeRose and Noel Tichy demonstrate a fact-base approach to the
importance of front line leadership for any organization. Breaking through the historical hierarchical mindset of white


http://f3db.com/pub/links.php?id=B005GSZZH4

collar senior executives believing they know more about the customer and needs of the customer than those who
engage everyday with the customer on the front line is the main focus of this book and proving this mind and culture
shift can become amajor step for organizational success. The frameworks and case studiesin this book are 'telling' on
how front line leaders can make a difference in building customer relationship and trust which ultimately leads to
employee innovation and improved bottom line success.0 of 0 people found the following review helpful. How and
Why to Build and Then Sustain a Front Line-Focused OrganizationBy Robert MorrisThe implications of the title of
this book are much more complicated than they may at first seem. Frontlinersin any organization are entrusted with
some of its most important responsibilities but seldom empowered with the [begin italics] authority [end italicg] to
exercise judgment. Frontliners can determine the success or failure of an organization's customer relations. With rare
exception, the health of those relations determines whether or not an organization will survive, much lessthrive. The
Ritz-Carlton Company offers a highly informative case in point: All of its more than 25,000 employees (including
members of the custodial crew and serving staff as well as bellhops and valet parkers) are authorized to resolve a guest
complaint or concern to alimit of $2,500 before involving a supervisor. Chris DeRose and Noel Tichy thoroughly
discuss Ritz-Carlton's policies and procedures in Chapter 2 (Pages 17-42). To those in need of additional information,

I highly recommend Joseph Michelli's The New Gold Standard: 5 Leadership Principles for Creating a Legendary
Customer Experience Courtesy of the Ritz-Carlton Hotel Company.Those who have read Judgment: How Winning
Leaders Make Great Calls, abook Tichy co-authored with Warren Bennis, that was published by Portfolio/Penguin,
already know that he has an insatiable curiosity about the relationship between great |eadership and the decision-
making process. Moreover, heinsists that all organizations (whatever their size and nature may be) need great
leadership at al levelsand in al areas, and that is especially true of frontliners, those who interact directly and
frequently with "the world out there," one shared with customers, of course, but also competitors, strategic alies, and
others within what has now become a global chain. He and DeRose are eminently well-qualified to address the
complex issues thatEarly in their book, DeRose and Tichy introduce and then thoroughly explain afive-step process
for building afront line-focused organization: (1) Connect the front line to the customer, (2) Teach people to think for
themselves, (3) Experiment to implement, (4) Break down the hierarchy, and (5) Invest in frontline capability. Asthey
point out, "While we depict this process in a step-by-step fashion, the building of afront line-focused organization
may not occur [and probably won't occur] in such a neat, linear manner. Nevertheless, we have found that all of the
elements are necessary whether building an organization from scratch or transforming a decades-old institution." These
are among the dozens of passages that caught my eye, also listed to indicate the scope of coverage in the material.o
Leadership in a Front Line Organization (Pages 19-21)o Building a Front Line-Focused Organization (22-41)o Making
It Local (59-62)o Judgment on the Front Line for SEALS (67-74)o Taking the Time to Think (78-81)o Innovation
Models, A Culture of Experimentation, and Providing Structure for Innovation (89-97)o Making Everyone a Genius at
Intuit (99-106)0 The Mayo Clinic's "Plus One" Protocol (109-113)o Making Time for the Front Line to Think (118-
120)o When Radical Change Is Needed (125-128)o The Human Factor, and, Creating Supervisors Who Empower the
Front Line (135-141)0 Bringing Customer-Centricity to Life (152-154)o Frontline Leadership in the Social Sector
(175-178)Following the tenth and concluding chapter, DeRose and Tichy provide a"Handbook for Judgment on the
Front Line" (Pages 188-255) that, all by itself, isworth far more than the cost of this book. It consists of Nine Sections
that contain awealth of information, insights, and counsel that will enable companies to develop "more productively
engaging frontline workers to solve customer problems, fix broken work processes, and innovate new products and
services." In the chapters preceding the Handbook, Chris DeRose and Noel Tichy examine real frontlinersin 20 real
organization. Then, in the Handbook, they serve as their reader's tutors, focusing on how they can help build a front
line-focused organization.This is a process, not a destination, during which senior leaders must frequently find ways of
listening to and learning from the front line in order to adopt to changing environments. "Frontline employees and
customers can be senior leaders' source of early warnings about shifts in the market, so that they may in turn exercise
their own judgment about the organization's overall strategy.” | presume to add that most of the companies on the
annual lists of those highly admired and the best to work for are also on the lists of those that are most profitable, have
the greatest cap value, and dominate their competitive marketplace. However different these companies may be in
most other ways, all are front-line focused, and, mutual respect and mutual trust define their culture.0 of O people
found the following review helpful. Important FrameworkBy DPJudgment on the Front Line is aquick and beneficial
read...if you're a business professional, you should check it out! THe book outlines a practical framework for
organizations and managers to follow which will (1) enhance org. capability, and (2) increase employee satisfaction
value add. Pay close attention to Chapter 4 (teaching people to think), most managers do not know how to do this and
could benefit personally by understanding how to approach this area. Additionally, check out the application handbook
at the back of the book, | found this to be very helpful!

Front-line employees who deal directly with customers are the face of any organization. Not only do they have the
most impact on how a brand is perceived, but they are also the most valuable source of insight into what customers
want and how to give it to them. Unfortunately, as management experts Chris DeRose and Noel M. Tichy explain,



most organizations don't know how to evaluate the risk of giving employees more autonomy. Many of those who are
willing to try haven't even invested resources in ensuring that-once the shackles are off-front-line employees make
good judgments. Tichy and DeRose offer powerful examples of front-line leadership, such as: How Zappos trusts its
people to do anything in service of a customer, including providing free product or reimbursing for mistakes How
Mayo Clinic of Arizona enabled its nurses to challenge the hierarchy in order to improve patient care



