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Ron Kaufman 

Launch from the Top Down and from the 

Bottom Up 

 
When you build an uplifting service 

culture in a large organization, senior 

leaders must initiate the process. But 
ultimately all levels of leadership must 

embrace the project from the 

executives in the board room to 

supervisors on the shop floor. 

 
This is why UP! Your Service 

recommends a simultaneous “top 

down” and “bottom up” approach 

to service improvement 

programs. Starting from the top 

with an uplifting service initiative 

makes sense. When high-level 

leaders speak up and role-model 

with commitment, it’s easier for 

everyone else to follow—and take 

the lead at their own levels. This 

is why Leadership Alignment is 

first on the Implementation 

Roadmap. 
 

However, a top-down approach 

on its own can leave your leaders 

in an uncomfortable position. 

Launching from the top down 

means those at the top make the 

earliest efforts and then wait for 

the cascade to see practical 

results. While this is logical—a 

cascade does not happen 

overnight—it can be frustrating 

for leaders who are accustomed 

to impact quickly following their 

actions. In fact, a lack of quick and 

observable impact can cause some 

leaders to question whether the 

outcomes will happen at all. 

 

It takes time to achieve 

measurable gains in market share, 

reputation, and financial 

performance— the ultimate 

objectives in business. And leaders 

understand that. But in the 

meantime, it is vital for high level 

leaders to see and hear about 

early successes on the ground.  

Don’t expect your Leadership 

Team to give endless support and 

sponsorship without hearing 

about some practical applications, 

real stories, and uplifting examples 

they can believe in and tell others 

about. These do not need to be 

big breakthroughs or quantum 

leaps—leaders know that a little 

precedes a lot. What they need is 

evidence of practical action inside 

the organization, and positive 

impact on the outside. Stories of 

frontline effort, excellent 

recoveries, and customer 

compliments are indicators of 

success. They are a bracing tonic 

and necessary fuel for high-level 

service leaders. 

And beware of launching service 

improvement programs from the 

bottom up without support from 

the top—the classic mistake of 

stand-alone “frontline service 

training programs.” It won’t take 

long before a motivated frontline 

employee bumps into a supervisor 

or manager who does not share 

the understanding or the passion 

for service. 

© Copyright, Ron Kaufman 

 

About the Author 
Ron Kaufman is author of The 

New York Times, USA Today and 

Amazon.com bestseller, “Uplifting 

Service! A Proven Path to 

Delighting Your Customers, 

Colleagues and Everyone Else You 

Meet” and 14 other books on 

service, business and inspiration. 

He is also the founder of UP! 

Your Service, a company that 

enables organizations to build 

Uplifting Service cultures and 

enjoy a sustainable advantage. 

 

Co-ordinates 
Mail: UP! Your Service 

50 Bayshore Road, Suite 31-02 

Singapore 469977 

Tel: (+65) 6309-9668 

E-mail: 

Enquiry@UpYourService.com 

Web: www.UpYourService.com 

 

 

http://www.upyourservice.com/client-results/leadership-events
http://www.upyourservice.com/working-with-us
http://www.upyourservice.com/working-with-us
http://www.upyourservice.com/
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Important Notice 
© Copyright 2015, Bizezia Limited, All 

Rights Reserved 

 

This article appeared in Better 

Business Focus, published by Bizezia 

Limited ("the publisher"). It is 

protected by copyright law and 

reproduction in whole or in part 

without the publisher’s written 

permission is strictly prohibited. The 

publisher may be contacted at 

info@bizezia.com (+44 (0)1444 

884220). 

 

The article is published without 

responsibility by the publisher or any 

contributing author for any loss 

howsoever occurring as a 

consequence of any action which you 

take, or action which you choose not 

to take, as a result of this article or any 

view expressed herein.  

 

Whilst it is believed that the 

information contained in this 

publication is correct at the time of 

publication, it is not a substitute for 

obtaining specific professional advice 

and no representation or warranty, 

expressed or implied, is made as to its 

accuracy or completeness. Any 

hyperlinks in the article were correct 

at the time this article was published 

but may have changed since then. 

Likewise, later technology may 

supersede any which are specified in 

the article. 

  

The information is relevant primarily 

within the United Kingdom but may 

have application in other locations. 

 

These disclaimers and exclusions are 

governed by and construed in 

accordance with English Law. 
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