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Your Leadership Moments 
By Doug Fleener 
 
 
Throughout your day, every day, you encounter what I call leadership moments. 
These are moments when a person can decide to act or react as a leader, or not.  
  
Let me give you a few examples. I'm using "manager," but of course this also 
applies to an owner, executive, etc. 
  
A manager notices an employee doing a great job with a customer, but at the same 
time the employee makes a minor mistake that happens to be the manager's pet 
peeve. The manager will decide in that split second if she will praise the employee 
for what he did with the customer, or if she'll focus on what the employee did 
wrong. That's the leadership moment. 
  
A manger is having a frustrating day and is unhappy with a couple of his 
employees. The manager thinks to himself, "Nobody around here cares except 
me." In that moment the manager can either say those words out loud, or look to 
his team to see what he can do to get everyone back on track.  
  
A manager is trying to catch up on some long overdue paperwork. An employee 
coming in for the start of her shift asks if the manager has a few minutes to talk. 
The manager might ask if the conversation can wait, or she can put everything 
aside because good leadership means open communication with employees. It's a 
leadership moment. 
  
I believe that most of us want to be extremely good leaders. We want to do what's 
best for our employees. We want to help them grow, develop, and be successful. 
What gets in the way is our own need to get things done, or being tired or stressed 
out. 
  
Whatever is happening, remember that at any given moment you have opportunity 
to be a good leader. You're taking advantage of the leadership moment by asking, 
"Am I going to do what's in the best interest of my people, or am I going to miss 
the opportunity to lead?" 
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So let me ask, how well do you do with your leadership moments?  
 
 
Here's something you can do with your entire leadership team. Discuss what 
are some of the leadership moments that each person does well, and what are some 
of the leadership moments that they may do better in the future. 
 
Doug 
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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. 
 
 


