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Clients around the world
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SK Telecom - Korea

Verde Valley Regional 
Economic Organization

Motorola - Cellular and 
MU

National Institute of Post & 
Telecommunications -
China

General Dynamics 

TASER

Clarkdale Sustainability
Park

Ira A. Fulton Schools 
of Engineering

Verde Valley Leadership

US Aid - Vietnam

City of Prescott

Access 13

Cottonwood Chamber of 
Commerce

Grand Canyon USD

Clarkdale Chamber of 
Commerce

PILTEL - Philippines
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Definition of Leadership

A leader is one or more people who selects, 
equips, trains, and influences one or more 
follower(s) who have diverse gifts, abilities, 
and skills and focuses the follower(s) to 
the organizationôs mission and 
objectives causing the follower(s) to 
willingly and enthusiastically expend spiritual, 
emotional, and physical energy in a 
concerted coordinated effort to achieve the 
organizationôs mission and objectives.

Source: Winston, Bruce E. & Patterson, Kathleen (2006). An integrative definition of leadership.  
International Journal of Leadership Studies, volume I, Issue 2, 2.  Regent University.
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Definition of Leadership contd.

The leader achieves this influence by 
humbly conveying a prophetic vision of 
the future in clear terms that resonates
with the follower(s) beliefs and values in 
such a way that the follower(s) can 
understand and interpret the future 
in to present - time action steps .

Source: Winston, Bruce E. & Patterson, Kathleen (2006). An integrative definition of leadership.  
International Journal of Leadership Studies, volume I, Issue 2, 2.  Regent University.
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How people get into leadership

·Elected
·Picked by selection committee
·Selected by incumbent
·Part of a career development progression
·Was good there; should be good here
·Halo effect
·Inherited from parents
·Most popular
·Best technical expert
·Last person standing
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Four Elements of Misconception

·DESIRE does not mean ACCOMPLISHMENT
·PASSION does not mean SUCCESS
·ACTIVITIES do not mean RESULTS
·UNDERSTANDING does not mean 

PERFORMANCE

Becoming a successful organization takes a 
vision, direction, methodology, competent 
leadership, excellent management, and a 
motivated team that recognizes the 
difference between commitment and 
compliance .
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Source: Alberto M. Filardo, 2009
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Vision with no action is a day dream;

Action with no vision is a nightmare.
Source unknown

Actions not aligned to the vision 

can be disastrous.

Alberto Filardo
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Management vs. Leadership
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Source: John P. Kotter, ñOn What Leaders Really Doò, 1999

7/23/2010

·ñCompanies manage complexities first by 
planning and budgeting ïsetting targets or goals 
for the future, establishing detailed steps for 
achieving those targets, and then allocating 
resources to accomplish those plans.ò

·ñBy contrast, leading an organization to 
constructive change begins by setting direction ï
developing a vision of the future (often the 
distant future) along with strategies for 
producing the changes needed to achieve that 
vision.ò 
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ñSchool Boards, Focus on School 
Performance, Not Money and 
Patronageò by Paul T. Hill

ñIt would be difficult to invent a more 
dysfunctional organization for a 
performance -based accountability 
system.ò  

- Richard Elmore
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Source: Elmore, Richard, Bridging the Gap Between Standards and Achievement: The Imperative for Professional 
Development in Education, The Albert Shanker Institute, Washington, D.C., 2002.0
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1. What do you do?
2. How well do you do what you do?
3. Can you prove your standard of performance 

by reliable, relevant data from those you 
serve?

4. What is your perception of good?
5. Do you know your gaps between your current 

and desired states?
6. Do you have a methodology to narrow the 

gap consistently?
7. Do you innovate?
8. Do you have control?
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Critical questions leaders must answer
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Organization Cultural Questions

1. Do you have an inspiring vision?

2. Are you relentless in aligning your efforts to provide 
services, solutions, products, management and 
leadership to accomplish the vision?

3. Do you have a comprehensive set of goals 
supporting the vision and the mission?

4. Are people clear about how they can contribute to 
the goals?

5. Is there an accountability process?

6. Do you have an environment encouraging high 
performance?

7. Do you have an appropriate reward system?
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Filardo 3P Loop ï
Platform , Plan , Perform

P1

V
M
G
O

P2

Strategic 
Plan

P3

Performance 
management
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VMGO Framework
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Our dream isé

We will provideé

High level ñto dosò

Performance supporting 

the  goal, mission, and 

vision
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A Visioné
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Å Describes the future 

Å Where you are headed or 

Å Where you want to end up

Å Defines how the organization would like to be 
regarded by those it serves

Å Focuses on the distant future, looking ahead 
about five to ten years or longer

Å Is short and concise 

Å Must be inspiring!
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Verde Valley 

Leadership
Inspiring individuals to action

Clarkdale Sustainability 

Project

To be an evolutionary solution for a 

sustainable community

Westin Hotels and 

Resorts

Year after year, Westin and its 

people will be regarded as the best 

and most sought after hotel and 

resort management group in North 

America

ASUôs Athletic 

Department

A premier championship athletics 

program built upon the foundation of 

courage, persistence, and 

innovation
7/23/2010 15

Vision Examples
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A Missioné
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ÅIs all about today, the reason for the 
existence of the organization, and what 
the organization is providing in pursuit 
of its vision

ÅSummarizes the organizationôs focus for 
the next twelve months, moving the 
organization closer to accomplishing its 
vision. 
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Verde Valley 

Leadership

Provides growth opportunities, leadership skills 

and community issues training while cultivating 

diverse, influential networks

Clarkdale 

Sustainability 

Project

Provide an entrepreneurial environment rich in 

innovative, multi-disciplinary solutions, and 

educational and economic opportunities, 

resulting in a vibrant and viable future

FedEx FedEx is committed to our People-Service-Profit 

philosophy.  We will produce outstanding 

financial returns by providing totally reliable, 

competitively superior, global, air-ground 

transportation of high-priority goods and 

documents that require rapid, time-certain 

delivery.

Mission
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Goalsé

·High level ñto dosò

·Not necessarily specific

·Examples:
ƁReduce crime

ƁImprove customer satisfaction

ƁIncrease graduation rates
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Alignment (VMGO)

Six Sigma Lives Here!

Department

Mission

1.  Ubiquitous Partnerships

2.  Value-Creating Innovation

3.  Customer-Oriented Service

4.  Global Leadership

Sample Department Goal

Exceed customer expectations by 

providing super excellent service

Meet or exceed all 

service cycle times

Escalate service 

requests not resolved in 

1 hour of receipt 

Respond to all service 

requests within 1 minute 

of receipt

Vision 2010

Most valuable company with innovation

Repair Response Service Cycle Time

Individual Objectives
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Alignment (VMGO) ïSchool Board
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Vision ïLeading the way in developing young minds

Mission ïProvide an environment that fosters learning, 
builds character,  and develops individuals with a thirst for 
knowledge

Objectives ïSee Meldrum Form

Goal ïRecruit outstanding teachers
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The Meldrum Form

Department

Owner's Name

GOAL Recruit outstanding teachers

PERFORMANCE RESOURCES REQUIRED CRITERIA INDICATORS

Major items to be performed to accomplish the 

goal
Resources needed to accomplish the performance Standards of performance Measures that validate standards of performance

(Examples: FTEs, space, equipment or money) If resources are 

already in place, indicate N/A

(Examples: By when, how well) The idea here is 

to exceed expectations.

(Examples: A rating of 8-10 on a survey where 1=poor and 

10=best; increases in ranking; membership in certain 

organizations; or recognition by a body of peers)

Meldrum Form ïBi - directional 
Accountability

Results from Gallup Study of 
Employee Attitudes

22

ÅFindings from a multi-year effort analyzing the relationships between 

employee attitudes and critical business outcomes, including revenue, 

profitability, customer loyalty, and employee retention

ÅBased on more than 100,000 employees from 2,500 business units in 12 

industries

ÅIdentified these employee attitudes as paramount in managing and improving the workplace:

"I know what is expected of  me at work."

"I have the materials and equipment I need to do my work right."

"At work, I have the opportunity to do what I do best every day."

"In the last seven days, I have received recognition or praise for doing good 

work."

"My supervisor, or someone at work, seems to care about me as a person."

"There is someone at work who encourages my development."

"In the past six months, someone at work has talked to me about my progress.ò

Source : Training & Development, December 1998, pp. 13.
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VMGO
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Our dream isé

We will provideé

(Examples: A rating of 8-

10 on a survey 

where 1=poor and 

10=best; increases 

in ranking; 

membership in 

certain 

organizations; or 

recognition by a 

body of peers)

(Examples: By when, 

how well) The idea 

here is to exceed 

expectations.

(Examples: FTEs, space, equipment or money) If 

resources are already in place, indicate N/A

Measures that 

validate 

standards of 

performance

Standards of 

performance

Resources needed to accomplish the 

performance item

Major items to be performed 

to accomplish the goal

INDICATORSCRITERIARESOURCES REQUIREDPERFORMANCE

Exceed customer expectations by providing superior serviceGOAL #1

Owner's Name

Department

The Meldrum Form

(Examples: A rating of 8-

10 on a survey 

where 1=poor and 

10=best; increases 

in ranking; 

membership in 

certain 

organizations; or 

recognition by a 

body of peers)

(Examples: By when, 

how well) The idea 

here is to exceed 

expectations.

(Examples: FTEs, space, equipment or money) If 

resources are already in place, indicate N/A

Measures that 

validate 

standards of 

performance

Standards of 

performance

Resources needed to accomplish the 

performance item

Major items to be performed 

to accomplish the goal

INDICATORSCRITERIARESOURCES REQUIREDPERFORMANCE

Exceed customer expectations by providing superior serviceGOAL #1

Owner's Name

Department

The Meldrum Form

MANAGEMENT

The Meldrum Form

7/23/2010 É2010  Ð  FilardoGroup Ð  All rights reserved Ð 

7/23/2010 24

Filardo 3P Loop ï
Platform , Plan , Perform

P1

V
M
G
O

P2

Strategic 
Plan

P3

Performance 
management
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Renee Eôs email

ñWhile at XXXXX University, I helped President XXXX 
and the Strategic Planning Council complete their 
Strategic Plan which truly became a living breathing 
document . So often, these plans get put on the 
shelves but not this one .

After final approval, we put together a marketing plan 
to help create community ownership of the plan 
(faculty, staff, students, and even the external 
community). Then when the brutal budget cuts 
started in 2008, developing our budget was effortless 
because we had our priorities already agreed 
upon by the constituents . It was the easiest 
budget process ever.ò
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June 14, 2010
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Why people donôt follow plans

26

People Process

1. Misalignment
2. Silent ïno buy 

ins
3. Undermining
4. Lack of skills
5. Poor 

communication
6. Culture is not 

ready
7. Lack of 

understanding of 
outside forces 
driving necessary 
change

8. Lack of 
leadership 
influence on 
entire enterprise

1. Treated as an event, not a process
2. Created as a reaction, not as a driver toward desired future 

state
3. Lack of clarity ïnot driven by desired future state
4. Irrelevant - We have to have one, so letôs write one
5. Strategy gets in the way of success ïIntel
6. Consensus about the plan, but lacks coherence
7. Plan is not embedded in the culture
8. Not converted to execution in operations
9. Magnitude of work required to be successful is underestimated
10. No structural or financial support for the plan
11. No process to maintain the plan ïthe right strategy today may 

be wrong tomorrow
12. Progress assessments are lacking
13. No controls in place to prevent reverting back to previous 

state
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AUAECI

7/23/2010

Steps to effective influenceé

Acknowledge

Understand

Align

Execute

Control

Innovate
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AUAECI ïLeadership

7/23/2010 28

Acknowledge Gathers team and publicly supports the 

vision and mission of the overall 

organization and the methodology.

Understand Works with all team members to convey 

complete meaning of the vision and 

missions so that each person 

understands.

Remember, one canôt assume that people 

who understand will do.
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AUAECI ïLeadership

7/23/2010 29

Align Work to ensure that where theyôre going fits 

within the vision, mission, goals and 

measurable objectives.

Execute Perform their work at levels that meet or 

exceed customersô expectations.  

Standards?  Five nines? Six Sigma?

Consider ñContinuous Improvementò as a 

name.
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AUAECI ïLeadership
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Control Use mechanisms to track performance 

and establish accountability, preventing 

the organization from reverting back to 

old ways. 

Indoctrinate new employees as soon as 

they are hired so they donôt become the 

weak link in your processes.

Innovate Continuously improve.

Introduce something new to reduce 

costs or cycle times while increasing 

effectiveness and efficiency for the 

benefit of customers.
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Looking Ahead

31

Vision, Mission, Goals, and Individual 
Objectives

Clear and aligned

Key metrics

Critical to Quality  and 

Critical to Customers 

Tracked and reported

Recognized issues are resolved

Development and/or succession 
plans

For all board members, administration, 
staff and teachers

Key processes (doing business with 
data)

Defined, Measured, Analyzed, Improved, 
Controlled

Strategic Plan:

Key individuals with a need to know

Available, reviewed routinely, and 
adjusted as needed

Rewards and Accountability Systems
Implemented and effective

Reward (carefully) based on data 
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Behaviors

· Focus on accomplishing goals, not celebrating the 
obstacles

ñWe can do it withéò 

·Drive decisions with relevant, reliable, and current data

·Analyze and prioritize the voices of both internal and 
external customers

·Build and transform an organization; donôt just run one

·Prioritize projects based on return on investment and 
the consequences of not investing

·Use problematic, not symptomatic approaches [Y=f(X)]
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The Culture of Xé

Y = f (X)
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Discussion without action

Resistance to change

Lack of  transparency

Lack of  consistency

Inverse hierarchical awareness of  reality

Persistent customer service problems

Support services with defensive 

or adversarial attitudes

= Process (Input)Output
Process (Problem)Symptoms =

Heroes 
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Achieve coherence, not just 
consensus
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Filardo 3P Loop ï
Platform , Plan , Perform

P1

V
M
G
O

P2

Strategic 
Plan

P3

Performance 
management

É2010  Ð  FilardoGroup Ð  All rights reserved Ð 

Excellence is a habit
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ñWe are what we repeatedly do.
Excellence, then, is not an act, but 

a habit.ò
Aristotle

ñThe significant problems we face 
cannot be solved at the same 

level of thinking we were at when 
we created them.ò

Albert Einstein 




