  
Four myths around empowerment

Most businesses today operate under four myths that hinder employee empowerment.


Myth 1  Businesses operate under the myth that they should not trust the   

                         customer.


Many executives think that the customer is out to take advantage of a business in any way possible. Consequently, they develop rules, policies, and procedures to ensure that does not happen.


Myth 2  Businesses operate under the myth that they cannot trust front-line  

                         employees.


Most executives have very little confidence in their front-line employees. They think that, if they are paying someone a minimum wage, they could not possibly trust that person to make a decision without the customer taking advantage of him/her.


Myth 3  Businesses operate under the myth that empowerment will diminish or 

                         eliminate the role of middle managers.


Many middle managers present an obstacle to employee empowerment, fearing that it will lessen their control or, eventually, eliminate the need for their positions. With empowered employees, middle managers have a lot less control, but is not necessarily a negative. Time spent dealing with decisions that can effectively be made by a front-line employee can now be spent dealing with other issues.


Myth 4  To make empowered decisions means taking risks, but the greatest 

                        concern for many employees is that they will be reprimanded – or worse 

                        fired – for making what management sees as a bad decision. 

Employees should know they will not be fired if they make a mistake and that it is OK to make mistakes in the process of working to win customer satisfaction.

Front-line employees must have authority to respond to the needs and problems of individual customers with speed and courtesy.


Employers need to support and reinforce empowered action by their employees. 

The need to celebrate it, applaud it and reward it. They need to make heroes of their empowered employees.

From: “Empowerment – the key to quality service” John Tscohl.
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