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Positive Expectations, Actions, and 
Results 
By Doug Fleener 
 
 
The other day I was talking with a manager about her location’s sales. She’s 
struggling to get her staff to execute at the level she wants and needs them to 
achieve. Part of what she needs to do is replace the team’s bad habits with positive 
ones. Something I talk about a lot. 
  
The longer we talked, the clearer it became that there is another issue. Then I 
realized - she was managing with negative expectations. Her total focus was on 
what her team shouldn’t do. 
  
The conversation took me back to when I was still pretty new at writing articles. 
One day I received a scathing email from a reader ripping me for being such a 
negative person. I was shocked, because I knew my articles weren’t negative. 
  
Just to be sure, I went back and reviewed what I’d written over the previous two 
months. Nope. No negativity at all, but the more I thought about it, the more it 
bothered me.  So I went back and reread the articles a second and then a third 
time. 
  
And there it was.  Although I wasn’t writing from a negative viewpoint, almost 
every article talked about what stores shouldn’t do. There wasn’t a single article 
on what retailers should do. 
  
I could certainly see how someone could interpret that as being negative. From 
that point forward I tried to adjust my writing. Yes, I still write from time to time 
on what not to do, but it is balanced with what a person or team can do, too. 
  
The same thing happens with managers such as the one I mentioned earlier, too. 
She is trying so hard to turn her business around that she has focused almost 
exclusively on what she didn’t want to happen. Her team has experienced so 
much negative expectations they are tuning her out.  
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We discussed how she can create positive expectations by focusing on the 
actions and behaviors she wants to see from her staff, and the importance of 
sharing the positive results she expects to happen as a result. That second part 
is huge. 
  
Positive expectations create positive actions. 
  
Positive actions create positive results. 
  
It really is as simple as that. 
  
So let me ask, are you more likely to share positive or negative expectations? 
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Speaker and consultant Doug Fleener has 25-years of hands-on 
experience with world-class companies including Bose Corporation 
and The Sharper Image. He has also owned and operated his own 
specialty stores. 
 
In his ten years at Bose, Doug grew the Retail Direct Group from 
four to 100 stores and was instrumental in developing Bose’s unique 
and engaging customer experience approaches.  
 
 
 
He is now president and managing partner of Sixth Star Consulting, a boutique 
consulting firm located in Lexington, MA. 
 
Doug encourages people to look at their business differently, to see how good they 
are and how much better they can become.  He shares the positive actions people 
can take to differentiate their business, improve themselves and their teams, and 
deliver more engaging and productive customer service experience. 
 
 


