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Every Retail Manager’s Golden Goose

 

Every Retail Manager’s Golden 
Goose

A Golden Goose is something that brings businesses 
ongoing success.

And that “something” could be, well, just about anything...

For some retail companies, it’s a machine or a piece of 
software or a top-performing associate.  

For others, their Golden Goose is something less tangible, 
yet equally (if not more) powerful: it’s a way of thinking -- 
a philosophy -- and it’s called Employee Empowerment...

What is Employee Empowerment?

It’s a philosophy that’s helping companies the world over 
streamline their processes, delight customers, and rake 
in huge profits. So what’s behind this (not-so-new) way 
of thinking and why is it the “Golden Goose” of large and 
small organizations alike?
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Every Retail Manager’s Golden Goose

In his book, The Seven Habits of Highly Effective People, 
Stephen Covey provides us with a fairly succinct answer to 
this question:

“An empowered organization,” writes Covey, “is one in 
which individuals have the knowledge, skill, desire and 
opportunity to personally succeed in a way that leads to 
collective organizational success.”

In other words, an empowered company is one that 
enables people to make decisions about their job. 

For example:

• An empowered Retail Associate can autonomously 
renew an expired coupon to delight a customer who  
was deployed overseas while it was valid. 

• An empowered Retail Manager has scheduling  
flexibility, which allows him to have the right number  
of employees in the store during Festival Week (one of  
the busiest periods of the year).

When employees are authorized to think, act, and make 
independent, in-the-moment decisions, companies benefit. 
In fact, everyone benefits, from customers to employees to 
managers to shareholders.
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Every Retail Manager’s Golden Goose

Something about a Golden Goose?

A Golden Goose is in control of its own destiny. So are 
empowered employees, which makes them a tremendous 
asset. 

By trusting employees to use their skills and abilities to 
make important decisions regarding their jobs, retail 
companies are investing in their workers’ long-term 
growth.

Growth, in turn, helps employees feel more competent 
and capable, which leads to more successful interactions 
and, ultimately, the most profitable Golden Goose of all: 
satisfied customers. 
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6 Critical Rules Great Retail Managers Never Forget

6 Critical Rules Great Retail 
Managers Never Forget

Great retail managers empower their employees by 
following a specific set of powerful, practical rules. 

These 6 are among the most important:

1. Great Retail Managers listen more than 
they speak.

As a manager, you likely have more experience and more 
knowledge than the people you’re supervising. That’s 
to be expected. But just because your employees are 
subordinate to you doesn’t automatically invalidate their 
opinions. 

Right?  Right. 
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6 Critical Rules Great Retail Managers Never Forget

Give your workers a structured, simple way to relay their 
thoughts and observations. A dedicated email address, 
perhaps? Or an anonymous suggestion box is always a 
solid bet. Anything that allows them to communicate with 
you freely and honestly will work. 

Most importantly, ensure they know that their feedback is 
valued and appreciated -- or risk losing it altogether. 

2. Great Retail Managers encourage 
experimentation. 

Stop.

Stop requiring that employees get your approval every 
time they need to bend the rules to satisfy a customer. 
Doing so only encourages stagnation and creates more 
work in the process. 

Instead, encourage your employees to experiment with 
new processes that don’t put the company at risk. You’ll be 
surprised at the efficiencies that are born from the flexible, 
innovative culture you cultivate and encourage. 

3. Great Retail Managers convey purpose.

You’re a retail manager because you have the necessary 
knowledge and skills to support and grow a store. And as 
you know, there’s a lot that goes into running a retail shop: 
a lot of processes and a lot of steps to each process. 
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6 Critical Rules Great Retail Managers Never Forget

Part of your responsibility, then, is to clearly relay the 
purpose behind each process. The intent behind each 
step. Because blindly following orders won’t sit well with 
ardent, passionate employees. After all, they’re not cogs in 
a machine. They’re people. And people want to know why.

Go ahead, satisfy their curiosity. 

4. Great Retail Managers define specific roles. 

Defining specific roles and being clear about individual 
responsibilities will help establish boundaries and avoid 
toe-stepping (not to mention cut down on operational 
redundancies). 

5. Great Retail Managers hold employees 
accountable. 

Whether the task is as critical as opening the store in 
the morning or as menial as folding a stack of T-shirts 
correctly, employees should be held accountable for their 
commitments. 

In other words, your team members need to know the 
consequences of their individual failures. And you, as a 
manager, need to be consistent when administering those 
consequences. 
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6 Critical Rules Great Retail Managers Never Forget

6. Great Retail Managers encourage 
independence. 

You’re not a nanny. 

You’re a professional manager: you set expectations, give 
guidance, and provide feedback. Micromanaging your 
employees’ every move shouldn’t be on your to-do list. 
And if it is, you’re wasting a lot of valuable time. 

Show your employees the ropes once, twice, three times 
-- and then step back. Give them some freedom. You’ll be 
surprised at how well the right people fare when they have 
some space. 
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How to Delight Customers like You’re the Ritz-Carlton

How to Delight Customers like 
You’re the Ritz-Carlton

Literally. 

This article will walk you through the customer-delight 
steps followed by employees of the Ritz-Carlton. 
Employees who, pound-for-pound, provide the finest 
customer service in the world. 

And the steps, quite honestly, aren’t difficult or time-
consuming. 

They’re not expensive or psychologically taxing. 

They’re just highly effective:

Let’s dive in:

Step 1: Greet customers in a warm, 
enthusiastic, genuine way.

Every Ritz-Carlton employee carries a small credo card on 
them at all times. And the first “Step of Service” listed on 
this card reads:
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How to Delight Customers like You’re the Ritz-Carlton

1. 
A warm and sincere greeting.  

Use the guest’s name.

The Ritz is a hotel, so customers’ names are more readily 
available to employees than they would be in a retail shop. 
And while it never hurts to say someone’s name, being 
warm (have a smile), enthusiastic (hold the door), and 
genuine (offer your help) when customers walk into your 
store will make a tremendous first impression. 

Never underestimate the value in making customers feel 
special, appreciated, and acknowledged. 

Step 2: Anticipate customers’ needs while 
they’re shopping.

The Ritz-Carlton trains its employees to predict their 
guest’s unspoken needs and wants. For example, it’s not 
uncommon for guests with an early check-out time to find 
a pot of steaming hot coffee outside their door 30 minutes 
before it’s time to leave. 

Retail employees who want to delight their customers 
should adopt the same mentality. For example, a clothing 
store associate helping someone into a fitting room might 
ask that shopper if she or he would like the items in a 
different size or color.

It may be a small gesture, but the fact that it was an 
offer, rather than a request, speaks volumes about the 
employee, the store, and the entire organization.
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How to Delight Customers like You’re the Ritz-Carlton

Step 3: Assume responsibility for every 
complaint.

There are Ritz-Carltons all over the world -- from California 
to London to Bangalore -- employing thousands of people 
with dozens of different job titles...

But you know what? Despite all the many roles that go into 
making a Ritz-Carlton function the way it does, guests will 
never hear an employee say, “Sorry, that’s not my job.”

Every employee that receives a complaint has to own it 
and figure out a way to fix the problem. In fact, they’re 
empowered to do so. Here’s how:

Every Ritz-Carlton employee is allotted $2,000 per 
guest, per day, to make that guest’s experience 
exceptional.

Emulating this empowerment policy doesn’t necessarily 
mean putting thousands of dollars towards delighting each 
of your retail customers. It does, however, mean you’re 
going to have to give your employees a certain degree 
of trust, flexibility, and freedom to make a customer’s 
situation right. 

For example, cash register override capabilities make it 
easy for employees to provide a disgruntled customer 
with a quick discount or accept expired coupons under 
extenuating circumstances.
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How to Delight Customers like You’re the Ritz-Carlton

Step 4: Bid customers a fond, gracious 
goodbye. 

The last thing a customer hears upon leaving will be the 
first thing they remember about your business. That’s 
why it’s imperative to make your “goodbye” as warm, 
enthusiastic, and genuine as your “hello.”

Another thing Ritz-Carlton employees include in every 
farewell: an invite to return (again, the last thing a 
customer hears when they leave will be the first thing they 
remember about your business).
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A Manager’s Mission in Life

A Manager’s Mission in Life
BusinessWeek called him “the man who invented 
management.”

Winston Churchill said, “He has the gift of starting other 
minds along [his] stimulating line of thought.”

He published 39 books and coined the term “knowledge 
worker.”

His name was Peter Drucker. He was a management 
genius. And here’s what he had to say about life, people, 
and how to be good at both:

He said:

“Our mission in life is to make a 
positive difference, not to prove 
that we’re smart or right.”

It’s a powerful statement. And a seemingly ubiquitous, 
unspoken rule. It feels like something your 6th grade 
homeroom teacher once told you. And yet it makes 
everyone who reads it stop. Reevaluate. Consider. 
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A Manager’s Mission in Life

Nobody’s perfect. Egos, however hidden they may be, 
are omnipresent. And make no mistake about it, humans 
are hardwired to look out for number one. That’s why 
Drucker’s message should especially resonate with 
managers...

A manager’s mission in life

...is to make a positive difference in the lives of his or her 
employees (who will ultimately give that positivity back to 
the customer). 

Be smart. Be right. That’s part of being a good leader. But 
never lose sight of your goal: make a positive difference. 

How to make a positive difference right now? 

Remove yourself from situations that don’t require your 
attention. Empower your employees: ensure that they 
have the skills and knowledge to make the right decisions 
and then trust them to do it. 

Be right and be smart -- but don’t be afraid to give your 
team the freedom to do it for you. It will transmit positivity 
to everyone: your customers, your employees, and of 
course, yourself. 
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Why Managers Lose Confidence

Why Managers Lose Confidence in 
Themselves 

(And How They Get It Back)
What is confidence, really?

What kills confidence and, more importantly, what builds 
it up again?

You’re about to find out...

Confidence is the inner perception one has of their 
ability to do a job. 

Confidence is also one of the most important qualities 
you, as a manager, can possess. After all, you’re the face of 
a team. And your team’s performance will come down to 
your ability to lead. 

But what if your team doesn’t have confidence (for 
whatever reason) in you? Well, several things start 
happening, including employee turnover, morale 
deterioration, and productivity decline.

Ultimately, managers who lose confidence in themselves 
(or those who never had it to begin with) start to see their 
teams unravel. 
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Why Managers Lose Confidence

But why?

Why do managers experience confidence atrophy in the first 
place? Here are the usual suspects:

• Some managers are too friendly. There’s a reason why 
most organizations discourage fraternization: it interferes 
with a manager’s ability to make the right  
decision, especially if it’s difficult.

• Some managers are afraid to ask for help. Being at  
the head of a team is a pressure-filled job, and some 
managers think that asking for help means they don’t  
deserve their position.

• Some managers are poor delegators. Assigning tasks  
to others is not a sign of laziness or incompetence, it’s  
a core managerial responsibility. 

• Some managers don’t like confrontation. Mediating  
interpersonal conflicts and handing down disciplinary  
punishments doesn’t come naturally to many people.

• Some managers are poor motivators. Getting the  
best out of people is both a skill and a talent. Either way, 
it takes time to develop. 

It’s true: confident managers aren’t born, they’re made...
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Why Managers Lose Confidence

How do managers build confidence?

Every manager’s self-confidence is nurtured by his or 
her ability to think independently, resolve issues, and 
offer reasonable solutions. In other words, confident 
managers:

• turn setbacks into learning opportunities that their  
entire team finds useful.

• isolate specific lessons from each failure, ensuring 
that mistakes aren’t repeated.

• think quickly and critically, answering questions in a  
concise and eloquent way. 

• never devalue the skills, knowledge and experience  
they bring to the table.

• are positive people. As Helen Keller once said,  
“Optimism is the faith that leads to achievement.”

Don’t allow your team to unravel... 

Follow the points above, and don’t forget to:

• Project positivity with your words and body  
language

• Accept compliments graciously and stray away from  
self-promotion

• Stay opportunistic in every new situation whether is it 
is good or bad

As Vince Lombardi once said, “Confidence is contagious. 
So is lack of confidence.”

Spread the right stuff. 
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Why Managers Lose Confidence

How to Reduce Retail Turnover 
Month-Over-Month

The retail industry has a notorious turnover reputation, 
which makes its workforce seem fickle. 

But are retail employees fickle? Or are there other 
factors at play? And, more importantly, can managers do 
something about it?

Can managers stop the turnover cycle? Can they reverse it?

The answer is yes. Now let’s talk about how:

Why do people turnover?

Full disclosure: most employees don’t leave their company, 
they leave their manager...

Retail workers leave managers who micromanage their 
actions. More specifically, they leave managers who care 
more about the process than they do about the results. 

Retail employees leave managers who fail to empower 
them.
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How to Reduce Retail Turnover Month-Over-Month

The Golden Rule

Here it is: let the process come second to the results. 

If you want to reduce your retail store’s turnover rate, start 
by increasing your employees’ autonomy. Trust your team 
to make bold decisions in your absence:

• Do like the Ritz-Carlton and authorize each  
associate a specific dollar amount they can refund  
customers without a manager’s approval. (Imagine  
if you were the shopper in this scenario. How  
impressed -- and satisfied -- would you be?)

• Give more experienced employees continual  
opportunities to adjust their daily processes, 
making them more efficient, practical, and  
effective. After all, nobody knows their job better  
than the person doing it day in and day out. 
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How to Reduce Retail Turnover Month-Over-Month

• Let job descriptions and responsibilities naturally  
evolve over time based on employee input. This will  
make existing employees feel like an important part of  
the process (which they are), while giving new hires  
clear insight into what’s expected of them.

• Encourage employee-to-employee performance  
reviews, which drive peer-to-peer motivation  
(meaning you’re not the only one telling people to be  
their best selves every day).

Over time, empowering employees 

...will reduce your store’s turnover because people 
who feel as though their individual actions made a 
positive impact are more engaged at work. They’re also 
more akin to other team members and, of course, their 
managers.  

Managers who empower their employees to take the lead 
on important tasks and decisions find that they suddenly 
have less stress and more time in their own days. Time to 
focus on larger, more strategic, big-picture issues.

And that’s a beautiful thing, too.
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How to Reduce Retail Turnover Month-Over-Month

What Type of Retail Manager 
Are You?

This simple, 6-question quiz can help you nail it down:

Step 1: Take the test.

1. When an important task needs immediate 
attention, you...

a. assign it to your “best” associate.
b. handle it yourself.
c. ask your team for input on who should do it.
d. give it to the least busy employee.
e. tell the team about it and then wait for a volunteer.

2. Is it important to you that your team likes you?
a. Not. One. Bit. 
b. It’s a nice-to-have, but definitely not necessary.
c. The store’s sales numbers are priority #1, but your  

popularity isn’t far behind.
d. Good relationships make for good results. 
e. You’d feel seriously uncomfortable if your employees  

didn’t like you. 
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3 Games to Empower & Bond

3. Your store’s success depends on... 
a. how well each tam member performs.
b. your leadership.
c. your team’s ability to communicate and collaborate.
d. the staff’s individual personal relationships.
e. the collective competence of your employees.

4. Are you a managerial risk-taker?
a. Yes. Absolutely. That’s how you get ahead. 
b. Sure. You don’t enjoy it, per say, but you’re  

comfortable taking risks.
c. Eh, you guess you’ll take a risk if you have to.
d. Not really. Taking risks is nerveracking stuff. 
e. No. You don’t take risks at work. Ever. 

5. Which statement best describes your leadership 
attitude?

a. Sales, sales, sales. Is there anything else?
b. Sales matter, but not at the cost of a good  

relationship.
c. A happy staff is a good staff. 
d. Do your job. Do it well. And everything will be fine. 
e. Don’t sweat the small stuff. Saul-Good-Man.

6. One of your associates got a flat tire on his way to 
work. He calls in to say he’s going to be an hour 
late, to which you say...

a. “No problem, just stay an hour later to make up the 
time, please.”

b. “Please find someone to cover your shift.”
c. “Okay. Try to get here as soon as you can.”
d. “Any way I can help?”
e. “Completely understandable. Take the day if you 

need it.”
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3 Games to Empower & Bond

Step 2: Get your score.

Count up your points. Every:

“a” = 5 points
“b” = 4 points
“c” = 3 points
“d” = 2 points
“e” = 1 point

Step 3: Find your type. 

6-10 points = The “Thomas Jefferson” Manager
You’re a passive and fairly hands-off manager. You trust 
your team implicitly, which is why you empower them to 
make decisions in your absence. 

Your laissez-faire management style give employees a 
strong sense of personal responsibility. It also leaves you 
vulnerable, as some employees may try to take advantage 
of their autonomy.

11-15 points = The “Mahatma Gandhi” Manager
The general well-being of your staff is important to you, 
and it shows. Your inclusive and compassionate attitude 
makes everyone feel a sense of ownership. Instead of 
seeing you as “the boss,” your employees see you as a 
member of the team. 

You’re respected and well-liked, but your drive to please 
can compromise your ability to make the right decision.
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3 Games to Empower & Bond

16-20 points = The “Oprah Winfrey” Manager
Prior to committing to a decision, you make it a point to 
take everyone’s opinion into consideration. The fact that 
you give your employees a voice is a huge plus for them, 
as it’s obvious that their opinion matters to you. Your 
participative approach can slow decision making.

21-25 points = The “Warren Buffett” Manager
Focused, independent, and goal-oriented, you prefer to 
do things on your own. You’re driven to accomplish your 
objective, which gives your employees a sense of purpose. 

Your team appreciates your initiative and respects your 
will to achieve, but sometimes your independence may 
make it seem as though you don’t trust them. 

25-30 points = The “Donald Trump” Manager
You’re the boss: efficient, motivated, and in control of 
everything that goes on in your store. You definitely like 
to be in-the-know when it comes to your business -- a 
trait that wins confidence, but can also make you less 
approachable. 
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3 Games to Empower & Bond

3 Games Guaranteed to Bond & 
Empower Your Retail Team

Remember grade school? Hot lunches. Backpacks. Summer 
vacation.

Those were the days: completely carefree. And yet, it was 
still a relief to hear the teacher say, “We’re playing I SPY 
today!”

Teachers use games to engage students and take control of 
the classroom. Believe it or not, games can serve a similar 
purpose for retail managers. 

Only instead of asserting control, you’re empowering 
workers to take it. Instead of engaging a classroom, you’re 
bonding a professional team. 

The result: a closer, more productive group of employees. 

Here are 3 great games guaranteed to get you started on 
the right path:
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3 Games to Empower & Bond

Carve out about 20 minutes every month (or however often 
you see fit) to play the following games with your team. 
If you really want to get people into it, add incentives like 
gift cards or additional merchandise discounts.

1) “The Drop”

Supplies: an egg, a roll of duct tape, and a box of straws.

Rules & Objective: each team (of 3 or 4 people) has 20 
minutes to construct a “basket” out of duct tape and 
drinking straws. The point is to build a basket that will 
cradle and protect the egg from breaking after being 
dropped. 

If it sounds fun, that’s because it is. The competition is 
held in rounds: the survivors of the first fall move on the 
3-foot round, and so on until there’s one egg left. 

It’s an awesome way to drive collaboration and empower 
individual employees to lend their input, ideas and 

creativity to drive the team’s success.

2) “Mines!”

Supplies: a couple stanchion barriers and several 
“Caution” cones.

Rules & Objectives: align the stanchion barriers parallel 
to each other, leaving about 4 feet of space between them. 
Place the cones randomly along the length of the barriers. 
Each two-person team is made up of a guide and their 
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blindfolded partner, who must make it up and down the 
gauntlet of cones, or mines, without running into them. 
The team with the fastest time wins. 

In addition to being exciting to play and watch, “Mines!” 
challenges teams to effectively communicate in a situation 
where their words are the only ones that matter. 

3) “Two Truths and a Lie”

Supplies: imagination, and that’s it.

Rules & Objective: one person gets up in front of the team 
and makes 3 statements, of which one is a lie. The team 
must then collectively guess which statement is false.

Traditionally used as an icebreaker game to get to know 
newcomers, “Two Truths and a Lie” can also be turned into 
a competition, where only the most skilled storytellers are 
allowed to continue until there is only one left. 

While it’s exciting to play and watch, the game will also 
empower your shyer, more reserved associates to relax 
and bond with other team members. And that newfound 
confidence and comfort can make a world of difference 
when they’re speaking with a customer.
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