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Customer Focus 
Building strong customer relationships and delivering customer-centric solutions 

Behavior Needs Improvement Meets Expectations Exceeds Expectations 

Creates a sense of 

urgency throughout the 

organization on the 

importance of meeting 

customer needs. 

Places limited emphasis on the 

importance of providing 

excellent service; misses 

opportunities to build 

excitement or urgency toward 

meeting customer needs. 

Speaks clearly about the 

importance of the customer; 

fosters a sense of urgency 

toward customer needs. 

Champions the needs of 

customers; energizes people to 

provide outstanding service. 

Ensures that 

organizational resources 

and support are focused 

on meeting customer 

needs.  

Provides limited or insufficient 

organizational resources and 

support to meet current or 

emerging customer needs. 

Secures appropriate 

organizational resources and 

support to meet current 

customer needs. 

Consistently ensures that 

resources are in place to 

deliver on both current and 

emerging customer needs. 

Establishes 

organizational alliances 

or partnerships with key 

customers.   

Remains overly removed from 

key customers; seldom 

interacts with them regularly 

and shows limited awareness 

of their needs. 

Creates and maintains 

effective partnerships with 

customers; identifies some 

ways to build and strengthen 

these relationships. 

Builds and cultivates deep 

partnerships or alliances with 

many customers; creates new 

relationships, even while 

strengthening existing ones. 

Fosters a customer-

focused environment.   
Misses opportunities to create 

a customer-focused 

environment; does not make 

customer satisfaction a high 

priority. 

Supports efforts to build 

customer satisfaction, loyalty, 

and commitment. 

Fosters an environment where 

people are committed to 

maximizing customer 

satisfaction, loyalty, and 

commitment. 

Executive 



Copyright © 1992 – 2017 Korn Ferry. ALL RIGHTS RESERVED. Without the prior written permission of Korn Ferry Leadership Consulting Operation,  

no part of this work may be used, reproduced or transmitted in any form or by any means, by or to any party outside of Lennox International Inc.. 

Decision Quality 
Making good and timely decisions that keep the organization moving forward 

Behavior Needs Improvement Meets Expectations Exceeds Expectations 

Creates an environment 

that promotes cross-

functional analysis and 

decision making 

Takes insufficient action to 

promote cross-functional 

analysis and decision making; 

may overlook or create barriers 

to multidisciplinary problem 

solving. 

Advocates cross-functional 

analysis of problems, 

encouraging cooperation 

across functions on key 

decisions. 

Regularly practices and urges 

cross-functional analysis of 

problems, removing the 

obstacles that hinder 

widespread cooperation on key 

decisions. 

Holds leaders 

accountable to push 

decision making down to 

the most appropriate 

level 

Requires decisions to be made 

largely at the top; retains too 

much decision-making 

authority. 

Coaches leaders to push 

decision making down to the 

most appropriate level; 

challenges those who retain 

too much authority. 

Consistently supports and 

challenges leaders to empower 

all levels to make decisions. 

Requires that 

organization-level 

decisions be based on 

data and sound 

reasoning 

Allows organization-wide 

decisions to be made without 

supporting logic and data. 

Pushes for the use of sound 

logic and data when making 

organization-wide decisions. 

Sets the expectation that all 

organization-level decisions be 

supported by robust data and 

sound logic. 

Willingly makes tough 

decisions and difficult 

trade-offs on behalf of 

the organization 

Hesitates excessively when 

called upon to make tough 

decisions or difficult trade-offs; 

shies away from making tough 

choices. 

Typically steps forward and 

makes tough decisions or 

difficult trade-offs. 

Quickly and confidently makes 

tough decisions and difficult 

trade-offs, skillfully balancing 

analysis with decisiveness. 
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Drives Results 
Consistently achieving results, even under tough circumstances 

Behavior Needs Improvement Meets Expectations Exceeds Expectations 

Creates an organization 

that pushes forward in 

difficult circumstances 

Creates or contributes to an 

atmosphere in which too many 

people give up in the face of 

adversity. 

Encourages the organization to 

push forward, even in difficult 

situations; provides 

reinforcement and support to 

help people overcome 

obstacles. 

Fosters organization-wide 

enthusiasm to surmount 

obstacles; inspires people to 

achieve results, even when the 

path ahead is difficult. 

Eliminates obstacles that 

affect organizational 

performance 

Allows obstacles to 

organizational performance to 

remain in place. 

Identifies and takes steps to 

eliminate the barriers and 

obstacles to organizational 

performance. 

Forecasts, examines, and 

skillfully addresses a wide 

variety of current and future 

obstacles to organizational 

performance. 

Gets results that have a 

clear, positive, and direct 

impact on business 

performance 

Focuses inconsistently on 

delivering results that could 

have a clear and direct impact 

on organizational performance. 

Seeks and obtains results that 

have a positive impact on 

business performance. 

Achieves breakthrough results 

that have a clear, positive, and 

direct impact on business 

performance. 

Drives the organization to 

achieve results 
Places a limited or inconsistent 

emphasis on achieving results; 

may be too theoretical, too 

narrowly focused, or otherwise 

inattentive to organizational 

outcomes. 

Urges the organization to focus 

on the topics that matter and 

act to achieve results. 

Champions a results-focused 

culture; consistently focuses 

people on meaningful tasks 

and drives energetic action. 
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Builds Effective Teams 
Building strong-identity teams that apply their diverse skills and perspectives to achieve 

common goals 

 Behavior Needs Improvement Meets Expectations Exceeds Expectations 

Builds a cohesive 

leadership team that 

drives the goals and 

success of the 

organization 

Struggles to build a cohesive 

leadership team capable of 

driving the success of the 

organization. 

Builds a leadership team that is 

able to advance organizational 

strategies. 

Develops and cultivates a 

strong leadership team that 

has the skills needed to 

establish and achieve strategic 

objectives.  

Creates a culture with 

systems and processes 

that enable cross-

functional teamwork 

Gives limited attention to the 

systems and processes that 

can enable cross-functional 

teamwork.   

Makes efforts to enable and 

support cross-functional 

teamwork. 

Revises processes and builds 

systems that create a culture of 

teamwork across the 

organization.   

Instills a common 

mindset and team spirit 

across the organization 

Takes too few steps to build a 

sense of team spirit across the 

organization.   

Takes advantage of 

opportunities to build a feeling 

of team spirit across the 

organization. 

Regularly and skillfully 

cultivates a feeling of team 

spirit and common cause 

across the organization.   

Models teamwork by 

working effectively with 

others throughout the 

organization 

Works less effectively with 

some leaders within the 

organization; does not 

exemplify a strong team 

approach. 

Partners effectively with a wide 

range of leaders, serving as a 

good role model for teamwork. 

Demonstrates a highly team-

oriented approach; works 

skillfully with many leaders and 

serves as a strong example of 

engaged teamwork. 
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Communicates Effectively 
Developing and delivering multi-mode communications that convey a clear understanding 

of the unique needs of different audiences 

 
Behavior Needs Improvement Meets Expectations Exceeds Expectations 

Creates venues for 

constructive dialogue 

within the organization 

Builds insufficient or ineffective 

forums for people to share their 

views and ideas openly. 

Takes steps to create forums 

where people can express 

themselves openly and 

regularly. 

Creates multiple methods and 

venues to facilitate constructive 

and ongoing dialogue within 

the organization. 

Demonstrates candor 

and openness when 

discussing major 

organizational initiatives 

Speaks in an unclear, untimely, 

inaccurate, or overly cautious 

way about major initiatives. 

Explains major initiatives in a 

candid, timely, and appropriate 

manner. 

Proactively discusses major 

initiatives in a thoughtful, 

forthright way that builds 

interest and commitment. 

Communicates 

effectively to a wide 

variety of audiences at all 

organizational levels 

Struggles to communicate with 

some audiences; may be 

effective with certain groups or 

levels, but less articulate or 

engaging with others. 

Delivers messages effectively 

to groups ranging from frontline 

workers to senior executives. 

Demonstrates a strong impact 

and a compelling style in front 

of people at all levels. 

Promotes a free flow of 

information throughout 

the organization (e.g., 

upward, downward, and 

across) 

Acts in ways that discourage or 

hamper the flow of 

communication throughout the 

organization.  

Takes steps to ensure a free 

flow of information throughout 

the organization. 

Actively promotes and 

consistently drives a free flow 

of information across all levels 

of the organization. 
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Drives Engagement 
Creating a climate where people are motivated to do their best to help the organization 

achieve its objectives 

Behavior Needs Improvement Meets Expectations Exceeds Expectations 

Motivates others by 

appealing to deeply held 

values and goals 

Creates compliance rather 

than true commitment, missing 

opportunities to appeal to the 

values and goals of others. 

Generates commitment in 

others by appealing to their 

values and goals. 

Fosters a strong sense of 

enthusiasm by skillfully 

connecting work activities with 

people’s deeply held values 

and goals. 

Creates a climate that 

makes work gratifying 

and enjoyable 

Puts little or no emphasis on 

the need to create and 

maintain a positive, high-

morale workplace. 

Takes some steps to create a 

climate that makes work 

gratifying and enjoyable for the 

majority of the employees. 

Regularly identifies new and 

creative ways to improve the 

work environment and increase 

morale. 

Ensures that people in 

the organization feel their 

contributions are valued 

Misses opportunities to 

recognize others’ contributions; 

may overemphasize own 

impact and downplay others’ 

hard work. 

Recognizes others for strong 

performance and valuable 

contributions; encourages 

others to do the same. 

Creates an environment where 

people feel their contributions 

will be noticed and valued; 

expresses and encourages 

strong appreciation for 

people’s efforts. 

Energizes the 

organization by clarifying 

the broader purpose and 

importance of the work  

Misses opportunities to create 

a sense of purpose; may 

expect commitment without 

clarifying why goals should 

matter to others. 

Provides clear messages 

about the purpose and 

importance behind the work. 

Delivers inspiring messages 

that bring to life the broader 

meaning behind people’s work. 
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Situational Adaptability 
Adapting approach and demeanor in real time to match the shifting demands of different 

situations 

Behavior Needs Improvement Meets Expectations Exceeds Expectations 

Adapts leadership style 

in response to a broad 

range of different 

situations and challenges 

Uses the same leadership 

approach regardless of 

situational needs; misses 

opportunities to adapt style. 

Shows the ability to adapt 

leadership style in response to 

different situations and 

challenges. 

Swiftly adjusts leadership style 

in order to best match the 

demands of different situations 

and challenges. 

Brings an approach to 

flexibility that becomes 

ingrained in the 

organization’s structures, 

systems, and culture 

Overlooks the need to create 

flexible structures, systems, 

and cultures; places little 

emphasis on organizational 

adaptability. 

Builds the structures and 

culture that allow for some 

organizational flexibility. 

Champions organizational 

flexibility; creates the 

structures and fosters the 

culture that allow adaptability 

to become second nature. 

Guides the organization 

to remain flexible in a 

changing, competitive 

environment by being a 

role model for 

adaptability 

Gives limited consideration to 

how the organization can 

remain flexible; displays rigidity 

or models limited personal 

adaptability. 

Fosters flexibility within the 

organization; acts as a role 

model for adaptability. 

Champions the need for 

flexibility in response to the 

competitive environment; 

serves as a compelling 

example of adaptability. 

Initiates change in 

response to the cues in 

the external environment 

Misses opportunities to 

consider the external 

environment and identify how 

the organization must change. 

Responds to cues in the 

external environment and 

initiates change accordingly. 

Thinks carefully about how the 

external environment will 

evolve and proactively drives 

change in the necessary areas. 
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Instills Trust 
Gaining the confidence and trust of others through honesty, integrity, and authenticity 

Behavior Needs Improvement Meets Expectations Exceeds Expectations 

Acts in the best interests 

of others and the 

organization, even when 

it conflicts with self-

interests 

At times, may place self-

interests above the best 

interests of the organization 

and its stakeholders. 

Places the organization’s 

needs first, even when they 

conflict with self-interests. 

Is widely trusted to place the 

needs and best interests of the 

organization above any self-

interests. 

Models dependability and 

expects others to live up 

to their agreements 

Occasionally overcommits, or 

diminishes the trust of 

stakeholders when the 

organization is unable to meet 

its commitments. 

Demonstrates dependability 

and builds an organization with 

a reputation for living up to its 

commitments. 

Creates an organization with 

an exemplary reputation for 

honoring agreements and 

meeting even highly 

challenging commitments. 

Shows consistency 

between words and 

actions, gaining people’s 

trust and respect 

At times, does not practice 

what is preached, diminishing 

trust and respect. 

Gains others' trust and respect 

by showing consistency 

between what is said and what 

is done. 

Is known to instill trust and gain 

respect by aligning actions to 

words and values; shows 

consistency across many 

leadership challenges. 

Is truthful and 

transparent, fostering a 

sense of trust in the 

organization and its 

leadership 

May tolerate a lack of 

transparency or at times distort 

the truth, reducing the trust that 

others place in the 

organization. 

Acts as a role model for 

honesty and transparency, 

promoting trust in the 

organization and its leadership. 

Develops strong trust in the 

organization and its leadership 

through open and honest 

communication; takes steps to 

actively ensure transparency. 
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