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WINNING THE SERVICE GAME:  
Transitioning to a More  
Customer-Focused Culture
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INTRODUCTION
When an organization sets a vision as audacious as “become the Americas’ favorite airline by 
EULQJLQJ�KXPDQLW\�EDFN�WR�DLU�WUDYHO�´�LW�LV�PDNLQJ�D�¿UP�FRPPLWPHQW�WR�GHOLYHU�DQ�H[SHULHQFH�LQ�
VHUYLFH�WKDW�LV�XQULYDOHG��,Q�������WKDW�LV�H[DFWO\�ZKDW�-HW%OXH�$LUZD\V�GLG��,W�ZRXOG�EH�QR�VPDOO�IHDW�LQ�
WKH�EHVW�RI�WLPHV��EXW�LQ�WKH�SRVW�6HSWHPEHU����HUD�RI�DLUOLQH�WUDYHO��ZKHQ�DLU�WUDYHOHUV�IHOW�WKH\�ZHUH�
RIWHQ�WUHDWHG�PRUH�OLNH�FDWWOH�WKDQ�OLNH�KXPDQ�EHLQJV��LW�ZDV�WUXO\�GDULQJ�

-HW%OXH��D�1HZ�<RUN�&LW\�EDVHG�DLUOLQH�WKDW�ODXQFKHG�RSHUDWLRQV�LQ�������KDG�DOUHDG\�HVWDEOLVKHG�D�
UHSXWDWLRQ�IRU�D�VWURQJ�LQWHUQDO�FXOWXUH�RI�HPSRZHUPHQW��7KURXJKRXW�LWV�¿UVW�GHFDGH��-HW%OXH�HQMR\HG�
LWV�VKDUH�RI�VXFFHVVHV�ZKLOH�EHFRPLQJ�NQRZQ�IRU�LWV�LQQRYDWLYH�DSSURDFK�WR�DLU�WUDYHO��EXW�KDG�DOVR�
VXIIHUHG�VRPH�JURZLQJ�SDLQV��$V�-HW%OXH�SUHSDUHG�WR�HQWHU�LWV�VHFRQG�GHFDGH��WKH�RUJDQL]DWLRQ¶V�
OHDGHUV�KDG�WR�FRQIURQW�VRPH�GLI¿FXOW�UHDOLWLHV��

THE EMPEROR HAD NO CLOTHES
2Q�WKH�VXUIDFH��WKH�VLWXDWLRQ�ORRNHG�URV\��)RU�VL[�FRQVHFXWLYH�\HDUV��-HW%OXH�KDG�UHFHLYHG�WKH�
SUHVWLJLRXV�-�'��3RZHU�	�$VVRFLDWHV�KRQRU�IRU�KLJKHVW�FXVWRPHU�VDWLVIDFWLRQ��%XW�VRPHWKLQJ�JQDZHG�
DW�WKH�EDFN�RI�&KLHI�2SHUDWLQJ�2I¿FHU�5RE�0DUXVWHU¶V�PLQG²KH�ZDVQ¶W�VXUH�ZKDW�VSHFL¿FDOO\�ZDV�
GULYLQJ�WKRVH�UHVXOWV��DQG�KLV�ODFN�RI�FRQ¿GHQFH�LQ�WKHP�WUDQVODWHG�WR�D�IHHOLQJ�RI�YXOQHUDELOLW\��6R�WKH�
FRPSDQ\�GLG�VRPH�GLJJLQJ��DQG�ZKDW�LW�OHDUQHG�ZDV�H\H�RSHQLQJ��0DUXVWHU¶V�FRQFHUQV�ZHUH�YDOLG��
WKH�DLUOLQH�KDG�VWD\HG�DWRS�WKH�OHDGHU�ERDUG�QRW�EHFDXVH�RI�VHUYLFH�LWVHOI��L�H��D�KXPDQ�FRQQHFWLRQ�
IURP�FUHZPHPEHU��DW�-HW%OXH��HPSOR\HHV�DUH�UHIHUUHG�WR�DV�FUHZPHPEHUV��DUH�WR�FXVWRPHUV��EXW�
EHFDXVH�RI�WKH�PDWHULDO�FRPPRGLWLHV�LW�VHUYHG�RQ�ERDUG��L�H��
OHDWKHU�VHDWV��IUHH�'LUHFW79�DW�HYHU\�VHDW��DQG�XQOLPLWHG�VQDFNV�
DQG�GULQNV���)RU�\HDUV��H[WHUQDO�UHYLHZV�DQG�UHFRJQLWLRQ�KDG�
IRFXVHG�RQ�WKHVH�WDQJLEOH�LWHPV�DQG�FUHDWHG�DQ�LOOXVLRQ�WKDW�ZDV�
tough to crack.

,Q�IDLUQHVV��WKH�VHUYLFH�GHOLYHUHG�WR�FXVWRPHUV�ZDV�QRW�EDG�SHU�VH��
EXW�LW�ZDV�QRW�WKH�GLIIHUHQWLDWRU�PDQ\�LQVLGH�WKH�FRPSDQ\�DVVXPHG�
LW�ZDV��:RUVH�VWLOO��OHDWKHU�VHDWV��WHOHYLVLRQ�DQG�RWKHU�DPHQLWLHV�
ZDV�VRPHWKLQJ�WKDW�FRXOG�EH�UHSOLFDWHG�E\�DQ\�RWKHU�FDUULHU�WKDW�
KDG�WKH�ZKHUHZLWKDO�WR�GR�VR�DQG�WKXV�QRW�ZKDW�ZRXOG�FRQWLQXH�WR�
HQVXUH�-HW%OXH�ZRXOG�UHPDLQ�WKH�WRS�FDUULHU�IRU�FXVWRPHU�VHUYLFH��
6R��WKH�LPSHUDWLYH�ZDV�FOHDU��)RU�-HW%OXH�WR�HQVXUH�D�KROG�RQ�WKH�
OHDG�LW�KDG�FDSWXUHG��LW�KDG�WR�GLIIHUHQWLDWH�KRZ�LW�VHUYHG�FXVWRPHUV�
YHUVXV�ZKDW�LW�VHUYHG�WKHP��,I�LW�FRXOG�GR�WKLV��-HW%OXH�ZRXOG�EULQJ�
D�ZHOFRPHG�GRVH�RI�KXPDQLW\�EDFN�WR�DLU�WUDYHO�DQG�DFKLHYH�LWV�
vision of becoming a the “America’s favorite airline by bringing 
humanity back to air travel”. 

At JetBlue, long-
term success meant 
GHOLYHULQJ�PDJQL¿FHQW�
service to each and 
every customer—
every time—and 
becoming a world-
class hospitality 
organization.

3KRWR�FRXUWHV\�RI�-HW%OXH�$LUZD\V
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7RJHWKHU��D�VPDOO�FURVV�IXQFWLRQDO�WHDP�RI�-HW%OXH�OHDGHUV�DQG�D�WHDP�IURP�JRWKDP&XOWXUH�GHYHORSHG�
D�K\SRWKHVLV��LI�-HW%OXH�FDQ�KHLJKWHQ�WKH�LQWHQVH�OR\DOW\�DQG�D�GHHS�HPRWLRQDO�FRQQHFWLRQ�ZLWK�LWV�
FUHZPHPEHUV��WKH�VDPH�W\SH�RI�FRQQHFWLRQ�ZLOO�EH�PDGH�EHWZHHQ�FUHZPHPEHUV�DQG�WKH�FXVWRPHUV�
ZKRP�WKH\�VHUYHG��2I�FRXUVH��WUDQVIRUPLQJ�RUJDQL]DWLRQDO�FXOWXUH�FDQ�EH�D�PRQXPHQWDO�IHDW��FXUUHQW�
YDOXHV�DQG�EHOLHIV�PXVW�EH�DVVHVVHG��WKH�LGHDO�IXWXUH�VWDWH�PXVW�EH�SUREHG�IRU��WKH�JDSV�EHWZHHQ�WKH�
WZR�PXVW�EH�H[SORUHG�DQG�H[SODLQHG��DQG�WKH�VWUDWHJLHV�WR�PRYH�IURP�WKH�FXUUHQW�VWDWH�WR�WKH�IXWXUH�
VWDWH�PXVW�EH�GHYHORSHG��WZHDNHG��DQG�HYHQWXDOO\�GHSOR\HG��$GGLWLRQDOO\��WLPH�PXVW�SDVV�WR�VHH�LI�
QHZ�EHOLHIV�DQG�YDOXHV²ZKLFK�GULYH�RUJDQL]DWLRQDO�EHKDYLRU²WDNH�URRW�DQG�FUHDWH�WKH�WUDQVIRUPDWLYH�
FKDQJH�WKDW�WKH�RUJDQL]DWLRQ�LV�VHHNLQJ��,W�ZRXOG�KDYH�EHHQ�HDV\�WR�VHQG�FUHZPHPEHUV�WR�³FKDUP�
VFKRRO´�DQG�WHDFK�WKHP��QRW�WHDP�WKHP��KRZ�WR�EH�QLFH��EXW�IXQGDPHQWDOO\�-HW%OXH�EHOLHYHG�WKDW�WKLV�
GLUHFWLYH�DSSURDFK�ZRXOG�QRW�DFKLHYH�WKH�UHVXOWV�WKHUH�ZHUH�VHHNLQJ��

7KHUH�ZHUH�WKUHH�VLWXDWLRQV�DW�SOD\�WKDW�ZHUH�SDUWLFXODUO\�YH[LQJ��7KH�¿UVW�ZDV�WKDW�DIWHU�WKH�VLJQL¿FDQW�
ZLQWHU�VWRUPV�RI�������ZKHQ�KXQGUHGV�RI�-HW%OXH�FXVWRPHUV�ZHUH�VWUDQGHG�IRU�XS�WR����KRXUV�RQ�
WKH�WDUPDF�DW�1HZ�<RUN¶V�-).�,QWHUQDWLRQDO�$LUSRUW��WKH�RUJDQL]DWLRQ�DSSURSULDWHO\�IRFXVHG�LWV�HIIRUWV�
RQ�LPSURYLQJ�RSHUDWLRQV�WR�SUHYHQW�DQRWKHU�PHOWGRZQ��HYHQ�ZKHQ�RXWVLGH�IRUFHV�VXFK�DV�ZHDWKHU�
ZUHDNHG�KDYRF�RQ�WKH�V\VWHP��

6HFRQG��PDQ\�LQ�WKH�RUJDQL]DWLRQ�DOUHDG\�EHOLHYHG�WKDW�VHUYLFH�ZDV�DQ�HVWDEOLVKHG�GLIIHUHQWLDWRU��DQG�
WKDW�RSHUDWLRQDO�UHOLDELOLW\�ZDV�WKH�RQO\�PDMRU�DUHD�WKDW�UHTXLUHG�LPSURYHPHQW��7KH�SURSRQHQWV�RI�WKH�
VHUYLFH�LQLWLDWLYH�IDFHG�DQ�XSKLOO�EDWWOH�LQ�FRQYLQFLQJ�RWKHUV�WKDW�DQ�LQYHVWPHQW�RI�WLPH�DQG�UHVRXUFHV�
VKRXOG�EH�PDGH�WR�LPSURYH�DQ�DUHD�WKDW�PDQ\�EHOLHYHG�ZDV�UXQQLQJ�RSWLPDOO\�

$QG�WKLUG��WKRXJK�XQNQRZQ�DW�WKH�RXWVHW��HIIRUWV�WR�LPSURYH�RSHUDWLRQDO�UHOLDELOLW\�ZRXOG�VRPHWLPHV�
FROOLGH�ZLWK�WKH�GHOLYHU\�RI�D�ZRUOG�FODVV�FXVWRPHU�VHUYLFH�H[SHULHQFH��7HQVLRQV�FDQ�H[LVW�EHWZHHQ�
WKH�FRPSOH[�WDVN�RI�SXVKLQJ�DQ�DLUSODQH�RQ�VFKHGXOH²RIWHQ�XQGHU�WLPH�SUHVVXUH��IRU�H[DPSOH��ZKLOH�
VLPXOWDQHRXVO\�SURYLGLQJ�JUHDW�VHUYLFH��

WHY FIX SOMETHING THAT’S NOT BROKEN?
2QH�LQHYLWDEOH�FKDOOHQJH�LQ�WKLV�VLWXDWLRQ�ZDV�FRQYLQFLQJ�FUHZPHPEHUV�RI�WKH�QHHG�WR�FKDQJH�
JLYHQ�\HDUV�RI�UHFRJQLWLRQ�IRU�VHUYLFH��&UHZPHPEHUV�ZRXOG�QHHG�WR�XQGHUVWDQG�WKDW��XSRQ�GHHSHU�
DQDO\VLV��WKH�DLUOLQH�ZDV�ZLQQLQJ�DZDUGV�EHFDXVH�FXVWRPHUV�ZHUH�UHVSRQGLQJ�WR�ZKDW�WKH\�UHFHLYHG�
GXULQJ�WKHLU�ÀLJKW�H[SHULHQFH��QRW�QHFHVVDULO\�KRZ�WKH�VHUYLFH�ZDV�GHOLYHUHG��6HFRQGO\��WKH\�QHHGHG�
WR�LQWHUQDOL]H�WKH�IDFW�WKDW��\HDU�DIWHU�\HDU��-HW%OXH¶V�PDUJLQ�RI�YLFWRU\�ZDV�EHJLQQLQJ�WR�HURGH��
FRPSHWLWRUV�ZHUH�FORVLQJ�LQ�RQ�WKH�OHDGHU�SRVLWLRQ��,I�QRWKLQJ�FKDQJHG��-HW%OXH�IDFHG�WKH�UHDO�
SRVVLELOLW\�RI�ORVLQJ�LWV�UHSXWDWLRQ�RI�EHLQJ�WKH�³%HVW�&XVWRPHU�6HUYLFH�3URYLGHU´�LQ�WKH�DLUOLQH�LQGXVWU\��
7KLV��WKH�DLUOLQH¶V�OHDGHUV�IHOW��ZDV�HQRXJK�RI�D�FDVH�WR�FRQYLQFH�HYHQ�WKH�PRVW�DUGHQW�EHOLHYHUV�WKDW�
D�FKDQJH�LQ�LWV�VHUYLFH�DSSURDFK�ZDV�QHFHVVDU\��

THE “INSIDE-OUT” APPROACH TO CHANGE
&RPSUHKHQVLYH�VWUDWHJLHV�DUH�RIWHQ�GHYHORSHG�E\�VHQLRU�OHDGHUVKLS��7KH\�DUH�SXVKHG�RQWR�DQ�
XQFRQYLQFHG�DXGLHQFH�ZKLFK�FDQ�OHDYH�HPSOR\HHV�IHHOLQJ�GLVHQJDJHG�DQG�LVRODWHG�LQ�WKHLU�ZRUN��
-HW%OXH�GHFLGHG�WR�WDNH�D�PDUNHGO\�GLIIHUHQW�DSSURDFK�ZLWK�WKLV�HIIRUW��,Q�RUGHU�WR�³EULQJ�KXPDQLW\�
EDFN�WR�DLU�WUDYHO�´�-HW%OXH�GHFLGHG�WR�XVH�WKH�RFFDVLRQ�RI�LWV����\HDU�DQQLYHUVDU\�DV�DQ�RSSRUWXQLW\�WR�
NLFN�RII�WKH�FKDQJH�HIIRUW�E\�VWDUWLQJ�QHZ�FRQYHUVDWLRQV�ZLWK�FUHZPHPEHUV�DQG�KHOS�WKHP�UHFRQQHFW�
ZLWK�-HW%OXH¶V�PLVVLRQ��WR�OLQN�ZKDW�WKH\�GLG�GD\�LQ�DQG�GD\�RXW�WR�WKH�VXFFHVV�RI�WKH�RUJDQL]DWLRQ��
DQG�WR�FUHDWH�D�FRPPXQLW\�RI�FRUSRUDWH�FLWL]HQV�ZKR�ZHUH�ZLOOLQJ�WR�H[SHQG�WKHLU�GLVFUHWLRQDU\�HQHUJ\�
to delight customers. 

Core Principle:

… crewmembers 
who are engaged 
and informed about 
where the company 
is headed and 
why—and who are 
emotionally bonded to 
the organization—will 
display the attitudes 
and behaviors 
necessary to achieve 
a vision that is 
predicated on service. 
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7KH�EDVLF�SUHPLVH�EHKLQG�WKH�PHWKRGRORJ\�ZDV�WKDW�FUHZPHPEHUV�ZKR�DUH�QRW�
HQJDJHG�DQG�LQIRUPHG�DERXW�ZKHUH�WKH�FRPSDQ\�LV�KHDGHG�DQG�ZK\²DQG�
ZKR�WKHUHIRUH�DUH�QRW�HPRWLRQDOO\�ERQGHG�WR�WKH�RUJDQL]DWLRQ²ZLOO�QRW�
GLVSOD\�WKH�DWWLWXGHV�DQG�EHKDYLRUV�QHFHVVDU\�WR�DFKLHYH�WKH�VHUYLFH�
YLVLRQ��5DWKHU�WKDQ�MXVW�FDVFDGLQJ�D�FRPSOH[�VWUDWHJ\�GHYHORSHG�
E\�H[HFXWLYHV�LQ�WKH�³LYRU\�WRZHU´�LQ�KRSHV�WKDW�SHRSOH�ZRXOG�EH�
DEOH�WR�OLQN�WKHLU�LQGLYLGXDO�FRQWULEXWLRQ�WR�WKH�RYHUDUFKLQJ�SXUSRVH��
-HW%OXH�WRRN�D�PXFK�PRUH�HQJDJLQJ�DQG�FROODERUDWLYH�DSSURDFK�WR�
HQVXULQJ�WKHLU�VWUDWHJ\�ZDV�LPSOHPHQWHG�VXFFHVVIXOO\��/HDGHUVKLS�
DW�DOO�OHYHOV�FRQQHFWHG�ZLWK�IURQWOLQH�FUHZPHPEHUV�LQ�D�ZD\�WKDW�
ZRXOG�UHLQYLJRUDWH�WKHP�DQG�FKDQJH�WKHLU�UHODWLRQVKLS�ZLWK�WKH�
RUJDQL]DWLRQ��&RQVLVWHQW�ZLWK�WKH�-HW%OXH�ZD\��VHQLRU�OHDGHUV�
LQLWLDWHG�RQH�RQ�RQH�FRQYHUVDWLRQV�ZLWK�WKH�³UDQN�DQG�¿OH´�DERXW�WKH�
VWUDWHJ\�DQG�KRZ�WKH\�FRXOG�FRQWULEXWH��

$W�-HW%OXH��ORQJ�WHUP�VXFFHVV�PHDQW�GHOLYHULQJ�PDJQL¿FHQW�VHUYLFH�
WR�HDFK�DQG�HYHU\�FXVWRPHU²HYHU\�ÀLJKW��HYHU\�LQWHUDFWLRQ²WR�
DFKLHYH�ZRUOG�FODVV�KRVSLWDOLW\��-HW%OXH�VHW�RXW�WR�FUHDWH�FRPSDQ\�
ZLGH�RZQHUVKLS�RI�WKH�VWUDWHJ\�E\�HQJDJLQJ�FUHZPHPEHUV�LQ�RUGHU�
WR�¿QG�RXW�ZKDW�ERWK�HQDEOHG�DQG�SUHYHQWHG�WKHP�IURP�GHOLYHULQJ�
PDJQL¿FHQW�VHUYLFH��:KLOH�WKH�WKHRU\�LV�VLPSOH��SXWWLQJ�LW�LQWR�SUDFWLFH�
WDNHV�WKRXJKWIXO�SODQQLQJ��

CHANGING A CULTURE: GETTING THE BALL ROLLING
,Q�)HEUXDU\�������WKH�SULFH�RI�RLO�KDG�UHDFKHG������D�EDUUHO��WKH�KLJKHVW�UHFRUGHG�SULFH�DW�WKH�WLPH�
RI�WKLV�ZULWLQJ��2LO�KDG�VORZO\�EHFRPH�WKH�QXPEHU�RQH�RU�WZR�OLQH�LWHP�FRVW�IRU�DOO�DLUOLQHV�DQG��DW�
�����SHU�EDUUHO��IRUFHG�QHZ�GHFLVLRQV�WKDW�KDG�LPSOLFDWLRQV�WKURXJKRXW�WKH�RUJDQL]DWLRQ��)RU�VRPH�
DLUOLQHV��LW�PHDQW�JRLQJ�RXW�RI�EXVLQHVV��6N\%XV���)RU�RWKHUV��LW�PHDQW�PHUJHUV��$PHULFD�:HVW�DQG�
86�$LUZD\V���DQG�IRU�RWKHUV�VWLOO��LW�PHDQW�EDQNUXSWF\��8QLWHG��'HOWD���)RU�-HW%OXH��LW�PHDQW�PDNLQJ�
WKH�WRXJK�GHFLVLRQ�WR�VWDUW�FKDUJLQJ�IRU�DPHQLWLHV�WKDW�KDG�SUHYLRXVO\�EHHQ�LQFOXGHG�LQ�WKH�WLFNHW�SULFH��
7KLV�OHG�WR�FRQIXVLRQ�IRU�WKH�IURQWOLQH�FUHZPHPEHUV��DQG�FRPSOLFDWLRQ�DURXQG�-HW%OXH¶V�FRUH�LGHQWLW\�
DV�D�³QR�¿UVW�FODVV��QR�VHFRQG�FODVV�FLWL]HQV´�EUDQG��-HW%OXH�UHDOL]HG�WKDW��LQ�RUGHU�WR�PDLQWDLQ�LWV�
EUDQG�SRVLWLRQ�LQ�VSLWH�RI�WKH�GHFLVLRQ�WR�FKDUJH�IRU�DPHQLWLHV��LW�
KDG�WR�FDUHIXOO\�PDQDJH�WKH�WHQVLRQ�EHWZHHQ�WKH�EXVLQHVV�QHHGV�
DQG�WKH�VHUYLFH�LPSHUDWLYH��2Q�D�PDFUR�OHYHO��WKH�RUJDQL]DWLRQ�
KDG�WR�VKLIW�LWV�PLQGVHW��EXW�WKH�RQO\�ZD\�WR�PDNH�WKDW�KDSSHQ�ZDV�
WHDP�E\�WHDP�DQG�FUHZPHPEHU�E\�FUHZPHPEHU��&UHZPHPEHUV�
ZKR�ZRXOG�EH�IRUFHG�WR�DVN�IRU�D�FXVWRPHU¶V�PRQH\�KDG�WR�IXOO\�
XQGHUVWDQG�ZK\�WKH\�ZHUH�QRZ�EHLQJ�SXW�LQ�WKDW�SRVLWLRQ�VR�DV�QRW�
WR�FRQVFLRXVO\�RU�XQFRQVFLRXVO\�HURGH�WKH�EUDQG�ZKLOH�GRLQJ�VR��,Q�
RUGHU�WR�VKLIW�WKH�RUJDQL]DWLRQ¶V�PLQGVHW��D�FURVV�IXQFWLRQDO�WHDP�
RI�LQWHUQDO�RSHUDWLRQDO�VXEMHFW�PDWWHU�H[SHUWV�DQG�DQ�H[SHULHQFHG�
WHDP�IURP�JRWKDP&XOWXUH�LQ�ODUJH�VFDOH�FXOWXUH�FKDQJH�HPEDUNHG�
RQ�D�MRXUQH\�WR�SODQ�WKH�WUDQVLWLRQ�IURP�ORVV�WR�SUR¿W��DQG�IURP�
service laggard back to service leader. 

ORGANIZATIONAL
CULTURE

MAGNIFICENT
SERVICE

VISION &
STRATEGY

BRAND
PROMISE

Adapted from Hatch & Schultz

Estimated customer interactions by 
crewmember each month:

One Flight Attendant 7,000

One Airports Agent 15,000

One Reservations Agent 3,000

One Pilot 6,000
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,W�ZDV�HVWLPDWHG�WKDW�WKH�DYHUDJH�)OLJKW�$WWHQGDQW�LQWHUDFWHG�ZLWK�DERXW�������FXVWRPHUV�HDFK�PRQWK�
DQG�WKDW�WKHVH�LQWHUDFWLRQV�WHQGHG�WR�EH�ORQJHU�LQ�GXUDWLRQ�WKDQ�RWKHU�FXVWRPHU�WRXFK�SRLQWV��)RU�WKLV�
UHDVRQ�WKH�WHDP�VWDUWHG�ZLWK�WKHP��IROORZHG�E\�$LUSRUW�&XVWRPHU�6HUYLFH�DQG�WKHQ�&XVWRPHU�6XSSRUW�
FUHZPHPEHUV��D�N�D��UHVHUYDWLRQ�DJHQWV��ORFDWHG�LQ�6DOW�/DNH�&LW\��,Q�RUGHU�WR�KHOS�JXLGH�WKH�OHQJWK\�
SURFHVV�RI�FXOWXUH�WUDQVIRUPDWLRQ��D�WKUHH�SKDVH�DSSURDFK�ZDV�XVHG��

�� &UHDWH�-HW%OXH¶V�YLVLRQ�IRU�VHUYLFH

�� ,QIRUP�DQG�HQJDJH�OHDGHUV�DQG�IURQWOLQH�FUHZPHPEHUV�WKURXJK�GLDORJXH

�� :RUN�WRJHWKHU�DW�DOO�OHYHOV�WR�SURYLGH�WKH�QHFHVVDU\�UHVRXUFHV�DQG�WR�UHPRYH�REVWDFOHV�WKDW�ZRXOG�
XSKROG�PDJQL¿FHQW�VHUYLFH�

7KH�LGHD�ZDV�WR�HQJDJH�OHDGHUVKLS�DW�DOO�OHYHOV�LQ�XQGHUVWDQGLQJ�
the airline’s vision for its second decade, its strategy of customer 
VHUYLFH��DQG�KRZ�WKRVH�SURYLGHG�WKH�JXDUGUDLOV�IRU�WKH�DLUOLQH�WR�
H[HFXWH�LWV�EXVLQHVV�VWUDWHJ\��7KLV�GLDORJXH�ZRXOG�IRFXV�RQ�WKH�
FUHZPHPEHU¶V�UROH�LQ�WKH�FRPSDQ\¶V�VXFFHVV�EDVHG�RQ�WKHLU�
IXQFWLRQDO�UHVSRQVLELOLW\��DQG�KRZ�WR�KHOS�FUHZPHPEHUV�PDNH�
the mental shift from a transactional focus to one more balanced 
RQ�ERWK�WKH�FRPSDQ\¶V�RSHUDWLRQDO�QHHGV�DQG�WKH�FXVWRPHU�
H[SHULHQFH��

2QFH�OHDGHUVKLS�DFURVV�WKH�DLUOLQH�ZDV�RQ�ERDUG�DQG�FOHDU�DERXW�
WKHLU�UROH��IURQW�OLQH�FUHZPHPEHUV�ZHUH�LQYLWHG�WR�DWWHQG�RQH�RI�
WZR�VXPPLWV�LQ�1HZ�<RUN�&LW\�DQG�6DOW�/DNH�&LW\��ZKLFK�LQFOXGHG�
VPDOO�JURXSV�RI�WKHLU�SHHUV��WKHLU�GLYLVLRQDO�OHDGHUVKLS��DQG�
OHDGHUV�IURP�HYHU\�-HW%OXH�FLW\�DQG�GHSDUWPHQW��7KH�SXUSRVH�
RI�WKH�VXPPLWV�ZDV�WR�LQYROYH�WKH�SHRSOH�ZKR�ZRXOG�EH�PRVW�
DIIHFWHG�E\�WKH�VWUDWHJLF�GLUHFWLRQ��7KH\�ZRXOG�EH�LQYLWHG�WR�
SHUVRQDOO\�FRQWULEXWH�WR�WKH�GHYHORSPHQW�RI�WDFWLFV�WKDW�ZRXOG�
HQDEOH�WKH�RUJDQL]DWLRQ�WR�H[HFXWH�WKH�VWUDWHJ\��1RW�RQO\�ZRXOG�WKH\�EH�DVNHG�WR�KHOS�GHWHUPLQH�
WKH�ZD\�IRUZDUG��WKH\�ZRXOG�³RZQ´�LW��$V�LW�XQIROGHG��WKH\�OHDUQHG�DERXW�WKH�FRPSDQ\¶V�EXVLQHVV�
REMHFWLYHV��KRZ�WKHLU�DWWLWXGHV�DQG�EHKDYLRUV�LPSDFW�RUJDQL]DWLRQDO�SHUIRUPDQFH��DQG�WKH�OLQN�
EHWZHHQ�WKHLU�GD\�WR�GD\�FRQWULEXWLRQ�DQG�FXVWRPHU�H[SHULHQFHV��ERWK�SRVLWLYH�DQG�QHJDWLYH��

7KH�VXPPLWV�ZHUH�D�VKRFN�WR�WKH�V\VWHP��)RU�ERWK�JURXSV��WKH�FKDUJH�ZDV�WR�EH�LQFOXVLYH�E\�JLYLQJ�
FUHZPHPEHUV�D�YRLFH��ZKLOH�DOVR�EHLQJ�LQQRYDWLYH�DQG�HQJDJLQJ�LQ�RUGHU�WR�NHHS�WKLQJV�H[FLWLQJ�DQG�
RQ�PHVVDJH��)RU�WKH�)OLJKW�$WWHQGDQWV�WKDW�ZHUH�EURXJKW�WR�1HZ�<RUN�&LW\��%URDGZD\�SHUIRUPHUV�
PDGH�SDUDOOHOV�EHWZHHQ�FUHDWLQJ�XQLTXH�PHPRULHV�IRU�DXGLHQFHV�HYHU\�GD\�±�HYHQ�LI�LW�LV�WKHLU�
�����WK�SHUIRUPDQFH²DQG�WKH�UROH�RI�WKH�)OLJKW�$WWHQGDQW�FUHDWLQJ�D�XQLTXH�WUDYHO�H[SHULHQFH�IRU�
WKHLU�FXVWRPHUV��HYHQ�LI�LW�ZDV�WKHLU������WK�ÀLJKW��)RU�WKH�&XVWRPHU�6XSSRUW�FUHZPHPEHUV��VXPPLWV�
WRRN�SODFH�LQ�3DUN�&LW\��8WDK��KRVW�WR�WKH������:LQWHU�2O\PSLF�*DPHV��7KH�VXPPLWV�IRFXVHG�RQ�
ZKDW�LW�WDNHV�WR�EH�D�ZRUOG�FODVV�DWKOHWH²WUDLQLQJ��GHGLFDWLRQ��VDFUL¿FH��DQG�DQ�H[FHOOHQW�VXSSRUW�
WHDP²DQG�KRZ�WKDW�UHODWHG�WR�EHLQJ�D�&XVWRPHU�6XSSRUW�FUHZPHPEHU�IRU�-HW%OXH��-XVW�SULRU�WR�WKH�
VXPPLWV��-HW%OXH�KDG�WUDQVLWLRQHG�WR�D�QHZ�UHVHUYDWLRQ�V\VWHP��ZLWK�D�QHW�HIIHFW�RI�HUDVLQJ�DOO�RI�WKH�
H[SHULHQWLDO�H[SHUWLVH�DFFXPXODWHG�DPRQJ�WKH�������DJHQWV��7KH�PHVVDJH�RI�WUDLQLQJ��UHVLOLHQFH��DQG�
³VWLFNLQJ�ZLWK�LW´��WKDW�ZHUH�IHOW�E\�&XVWRPHU�6XSSRUW�&UHZPHPEHUV�LQ�WKH�2O\PSLF�9LOODJH�UHVRQDWHG�
ZLWK�WKHP��

7KH�FRUH�HOHPHQW�RI�WKH�VXPPLWV�ZDV�EXLOW�DURXQG�D�KHLJKWHQHG�VHQVH�RI�LQGLYLGXDOLVP�DQG�WKH�
RSHQ��WZR�ZD\�GLDORJXH�WKDW�FKDQJHG�WKH�FRPSDQ\¶V�FRQYHUVDWLRQ�IURP�WRS�GRZQ��WR�D�PXFK�PRUH�
FROODERUDWLYH�GLVFXVVLRQ�DERXW�ZKHUH�WKH�RUJDQL]DWLRQ�ZDV�KHDGHG��ZK\��DQG�KRZ�WKH�IURQWOLQH�FRXOG�
KHOS�LQ�UHDOL]LQJ�WKH�VKDUHG�YLVLRQ�IRU�WKH�IXWXUH��7KH�VXPPLWV�FUHDWHG�VSDFH�IRU�FUHZPHPEHUV�DQG�
OHDGHUV�WR�LGHQWLI\�ZLWK�WKH�YLVLRQ�DQG�VWUDWHJ\�DQG�WR�HQJDJH�LQ�GLVFXVVLRQV�DERXW�KRZ�WKHLU�LQGLYLGXDO�
EHKDYLRUV�DQG�DWWLWXGHV�KHOSHG�WKH�RUJDQL]DWLRQ�DFKLHYH�VXFFHVV�

3KRWR�FRXUWHV\�RI�-HW%OXH�$LUZD\V
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7KH�VXPPLWV�DOVR�DOORZHG�VSDFH�IRU�SDUWLFLSDQWV�WR�HQJDJH�LQ�GLDORJXH�ZLWK�HDFK�RWKHU�DQG�ZLWK�
WKHLU�OHDGHUV�DERXW�WKH�WKLQJV�LQ�WKH�GD\�WR�GD\�ZRUNSODFH�WKDW�PDGH�LW�GLI¿FXOW�IRU�WKHP�WR�GHOLYHU�
PDJQL¿FHQW�VHUYLFH��7KLV�W\SH�RI�IHHGEDFN�LV�RIWHQ�FROOHFWHG�LQ�RUJDQL]DWLRQV�LQ�DQ�DWWHPSW�WR�
XQGHUVWDQG�WKH�EDUULHUV�WKDW�H[LVW��EXW�DOO�WRR�RIWHQ�PDQDJHUV�EHFRPH�RYHUZKHOPHG�E\�WKH�VKHHU�
DPRXQW�RI�IHHGEDFN�WKH\�UHFHLYH�DQG�WKH�QHYHU�HQGLQJ�WDVN�OLVW�VXFK�IHHGEDFN�FUHDWHV��$V�D�UHVXOW��LQ�
WKHVH�VLWXDWLRQV�RIWHQ�QRWKLQJ�FKDQJHV��(PSOR\HHV�HQG�XS�IHHOLQJ�OLNH�PDQDJHPHQW�ZDV�VLPSO\�SD\LQJ�
WKHP�OLS�VHUYLFH�DQG�QHYHU�UHDOO\�FRQVLGHUHG�WKHLU�RSLQLRQV�DQG�LQSXW��WKHUHE\�FUHDWLQJ�GLVFRQWHQW��

A NEW WAY TO CLOSE THE GAP
)HHGEDFN�IURP�WKH�VXPPLW�EHFDPH�WKH�EDVLV�IRU�FUHZPHPEHUV�WR�FRDOHVFH�DQG�YROXQWHHU�IRU�WHDPV�
WKDW�ZHUH�IRFXVHG�RQ�WDFNOLQJ�WKH�LVVXHV�WKDW�ZRXOG�LQWHUIHUH�ZLWK�WKH�VXFFHVV�RI�WKH�VWUDWHJ\��7KHVH�
LQFOXGHG�WUDLQLQJ��FUHZPHPEHU�UHFRJQLWLRQ��DQG�RUJDQL]DWLRQDO�SURFHVVHV��DPRQJ�RWKHUV��(DFK�WHDP�
ZDV�OHG�E\�D�PLG�OHYHO�PDQDJHU��ZKLFK�SURYLGHG�D�XQLTXH�OHDGHUVKLS�GHYHORSPHQW�RSSRUWXQLW\�DQG�
ZDV�GLUHFWO\�IRFXVHG�RQ�WKH�EXVLQHVV�

7KH�VXPPLWV�ZHUH�LQWHQGHG�WR�UHLQYLJRUDWH�FUHZPHPEHUV�DQG�KHOS�WKHP�XQGHUVWDQG�WKH�GLUHFWLRQ�RI�
WKH�RUJDQL]DWLRQ�IRU�WKH�QH[W�GHFDGH�DQG�WKH�FULWLFDO�UROH�WKH\�ZRXOG�SOD\�LQ�DFKLHYLQJ�WKH�YLVLRQ��

$IWHU�OHDYLQJ�WKH�VXPPLWV��WKH�WKLUG�SKDVH�RI�WKH�SURFHVV�ZDV�WR�UH¿QH�WKH�WKRXVDQGV�RI�SLHFHV�RI�
IHHGEDFN�LQWR�D�VHULHV�RI�WDVNV�DQG�SURMHFWV�WKDW�DOLJQHG�ZLWK�WKH�FXUUHQW�VWUDWHJ\�RI�GHYHORSLQJ�D�
ZRUOG�FODVV�VHUYLFH�RUJDQL]DWLRQ��7KHVH�SURMHFWV�ZHUH�WKHQ�SULRULWL]HG��IXQGHG��DQG�LQWHJUDWHG�LQWR�
WKH�RUJDQL]DWLRQ¶V�VWUDWHJLF�SODQ�DQG�WKHQ�H[HFXWHG�E\�WKH�LQWHUHVW�WHDPV�ZLWK�VXSSRUW�IURP�VHQLRU�
OHDGHUVKLS��7KLV�UHVXOWHG�LQ�D�FRPSUHKHQVLYH�VWUDWHJLF�SODQ�WKDW�ZDV�JXLGHG�E\�PDUNHW�DQDO\VLV�DQG�
ELJ�SLFWXUH�FRQVLGHUDWLRQV�RI�WKH�H[HFXWLYH�WHDP�EXW�DOVR�UH¿QHG�ZLWK�WDFWLFDO�SURMHFWV�WKDW�ZHUH�
QHFHVVDU\�IRU�FUHZPHPEHUV�WR�EH�DEOH�WR�LPSOHPHQW�WKH�VWUDWHJ\�LQ�GD\�WR�GD\�RSHUDWLRQV�

7KH�ZD\�LQ�ZKLFK�FUHZPHPEHUV�ZHUH�LQWHJUDWHG�LQWR�WKH�SURFHVV�FUHDWHG�D�FLWL]HQ�OLNH�PHQWDOLW\��
5DWKHU�WKDQ�³HQJDJLQJ´�WKHLU�ZRUNIRUFH�ZLWK�D�RQFH�D�\HDU�VXUYH\�DQG�WKHQ�OHDYLQJ�OHDGHUV�WR�¿JXUH�
RXW�KRZ�WR�VROYH�D�OLWDQ\�RI�LVVXHV��-HW%OXH�LQYLWHG�WKRVH�FKDUJHG�ZLWK�GHOLYHULQJ�H[FHOOHQW�VHUYLFH�WR�
KHOS�GHYHORS�WKH�YHU\�WDFWLFV�QHHGHG�WR�GR�VR��$QG�WKDW¶V�ZKHUH�WKH�UXEEHU�PHW�WKH�URDG��

EMBEDDING THE IMPORTANCE OF CUSTOMER FOCUS INTO THE FABRIC OF 
THE ORGANIZATION
7KH�SURFHVV�RI�VKDULQJ�WKH�YLVLRQ�DQG�VWUDWHJ\�ZLWK�FUHZPHPEHUV�DQG�LQYLWLQJ�WKHP�WR�SDUWLFLSDWH�
LQ�FUHDWLQJ�LW�ZDV�D�FULWLFDO�SDUW�RI�WKH�SX]]OH��EXW�KRZ�LW�ZDV�GRQH�DQG�WKH�VLJQDOV�WKDW�ZHUH�VHQW�LQ�
GRLQJ�LW�ZHUH�HTXDOO\�FUXFLDO��7DNLQJ�DFWLRQ�WR�HQVXUH�WKDW�D�FXVWRPHU�IRFXV�ZDV�HPEHGGHG�LQWR�WKH�
IDEULF�RI�WKH�RUJDQL]DWLRQ�ZDV�SDUDPRXQW��EXW�LW�KDG�WR�EH�GRQH�LQ�D�ZD\�WKDW�EDODQFHG�WKH�WHQVLRQ�
EHWZHHQ�VHUYLFH�DQG�RSHUDWLRQDO�SHUIRUPDQFH��6SHFL¿FDOO\��WKH�SHQGXOXP�FRXOG�QRW�VZLQJ�VR�IDU�
WRZDUG�VHUYLFH�WKDW�WKH�RUJDQL]DWLRQ�GH�HPSKDVL]HG�WKH�RSHUDWLRQDO�SHUIRUPDQFH�WKDW�KDG�OHG�WR�LWV�
SULRU�VXFFHVV�

:KLOH�FRPSHWLWRUV�W\SLFDOO\�DSSURDFK�WKH�VHUYLFH�LVVXH�E\�VHQGLQJ�HPSOR\HHV�WKURXJK�WUDLQLQJ�
SURJUDPV�RQ�KRZ�WR�EH�QLFH�ZLWK�WKH�KRSH�WKDW�LW�ZLOO�FKDQJH�EHKDYLRU�LQ�WKH�ORQJ�WHUP��-HW%OXH�
UHDOL]HG�WKDW�LWV�FUHZPHEHUV�DOUHDG\�NQHZ�KRZ�WR�GR�WKDW��7UDLQLQJ�ZRXOG�DGGUHVV�JDSV�VXFK�DV�
FRQÀLFW�UHVROXWLRQ��WHDP�G\QDPLFV��DQG�LQWHUSHUVRQDO�VNLOOV��EXW�WKH�GHHSHU�FKDOOHQJH�ZRXOG�EH�WR�
LQVSLUH�SHRSOH�WR�XVH�WKHLU�GLVFUHWLRQDU\�HQHUJ\²WR�ZDQW�WR�H[KLELW�WKRVH�EHKDYLRUV�RQ�D�GDLO\�EDVLV²
DQG�HQVXUH�WKH\�KDG�WKH�ULJKW�WRROV�DQG�D�ZRUN�HQYLURQPHQW�WKDW�ZRXOG�VXSSRUW�DQG�UHZDUG�WKHP�IRU�
GHOLYHULQJ�PDJQL¿FHQW�VHUYLFH��:KHQ�WKDW�FRXOG�EH�VHHQ�RQ�D�UHJXODU�DQG�PHDVXUDEOH�EDVLV��D�UHDO�
FXOWXUH�WUDQVIRUPDWLRQ�ZRXOG�KDYH�RFFXUUHG�

JetBlue realized that 
their crewmembers 
already knew how 
to be nice… the 
deeper challenge 
was evolving the 
culture in a way 
that inspired people 
to want to exhibit 
those behaviors on 
a daily basis.
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,W�WRRN�WKH�FROODERUDWLYH�HIIRUW�RI�VXEMHFW�PDWWHU�H[SHUWV�LQ�WKH�¿HOG�RI�RUJDQL]DWLRQDO�FXOWXUH�DQG�ODUJH�
VFDOH�FKDQJH��LQWHUQDO�FRUSRUDWH�FRPPXQLFDWLRQV��PDUNHWLQJ�DQG�EUDQG��DV�ZHOO�DV�LQWHUQDO�OHDGHUVKLS�
LQYROYHPHQW�DW�DOO�OHYHOV�WR�DFFRPSOLVK�WKLV�RQJRLQJ�HIIRUW�

7KH�WHDP�KDG�WDUJHWHG�WKH�LVVXH��LGHQWL¿HG�WKH�URRW�FDXVH��DQG�IRFXVHG�LWV�HIIRUWV�RQ�LPSOHPHQWLQJ�D�
VROXWLRQ��%\�OHYHUDJLQJ�SUH�H[LVWLQJ�FRPPXQLFDWLRQ�SURFHVVHV�DQG�PHHWLQJ�VWUXFWXUHV��WKH�WHDP�ZDV�
OLWHUDOO\�DEOH�WR�FKDQJH�WKH�FRQYHUVDWLRQ��PD[LPL]LQJ�WKH�XVH�RI�IDFH�WR�IDFH�GLDORJXH�DQG�PLQLPL]LQJ�
WKH�XVH�RI�FRQYHQWLRQDO�RQH�ZD\�³FRPPXQLFDWLRQ´�PHWKRGV�VXFK�DV�HPDLO�EODVWV�DQG�PHPRV��
$GGLWLRQDO�RXWOHWV�ZHUH�FUHDWHG�WR�VXSSOHPHQW�WKHVH�SUH�H[LVWLQJ�FKDQQHOV�LQ�RUGHU�WR�FRQWLQXDOO\�
UHLQIRUFH�WKH�PHVVDJH�WKDW�-HW%OXH�ZDV�IRFXVLQJ�RQ�WKH�FXVWRPHU�H[SHULHQFH�ZKLOH�PDLQWDLQLQJ�LWV�
RSHUDWLRQDO�LQWHJULW\�LQ�RUGHU�WR�PDLQWDLQ�WKHLU�WLWOH�RI�-�'��3RZHU�DQG�$VVRFLDWHV¶�EHVW�LQ�FODVV�

2UJDQL]DWLRQDO�DUWLIDFWV�VXFK�DV�SDLQWHG�WLOHV�WKDW�FUHZPHPEHUV�SDLQWHG�GXULQJ�WKH�VXPPLWV�WKDW�
FRQYH\HG�FXOWXUDO�VLJQL¿FDQFH�ZHUH�SRVWHG�WKURXJKRXW�WKH�ZRUNSODFH�LQ�DUHDV�VXFK�DV�EUHDN�URRPV�
DQG�VHUYLFH�FRXQWHUV�LQ�RUGHU�WR�LQVWLOO�SULGH�DQG�D�VHQVH�RI�EHORQJLQJ��DQG�WR�VXSSRUW�DQG�UHLQIRUFH�
WKH�FUHZPHPEHUV¶�VKDUHG�SDVW��,QWHUHVW�WHDPV�GRYH�LQWR�DQDO\]LQJ�WKH�FXVWRPHU�H[SHULHQFH�DW�
DOO�WRXFK�SRLQWV�LQ�RUGHU�WR�FUHDWH�DQG�HPEHG�VWDQGDUG�³VLJQDWXUH�PRYHV´�WKDW�DOO�FUHZPHPEHUV�
ZRXOG�SHUIRUP�DV�WKH�PLQLPXP�VWDQGDUG�FXVWRPHU�VHUYLFH�DFWLRQV��%HFDXVH��DV�SDUW�RI�WKH�VXPPLW�
H[SHULHQFH��WKH�FUHZPHPEHUV�WKHPVHOYHV�KDG�LGHQWL¿HG�WKH�³VLJQDWXUH�PRYHV�´�FRPSOLDQFH�WR�WKH�
VWDQGDUG�ZDV�XQTXHVWLRQDEO\�VXSHULRU�WR�D�³WRS�GRZQ´�DSSURDFK��

7KH�SULQFLSOHV�RI�VHUYLFH�ZHUH�DOVR�LQWHJUDWHG�LQWR�DOO�WUDLQLQJ�DQG�OHDGHUVKLS�GHYHORSPHQW�
H[SHULHQFHV��RULHQWDWLRQ��DQG�RWKHU�SUH�H[LVWLQJ�JDWKHULQJV�LQ�RUGHU�WR�VXSSRUW�DQG�UHLQIRUFH�WKH�QHHG�
IRU�FXVWRPHU�IRFXV��$W�WKH�FRUSRUDWH�OHYHO��KXPDQ�UHVRXUFHV�SURFHVVHV�VXFK�DV�UHFUXLWLQJ��VHOHFWLRQ��
UHZDUGV�DQG�UHFRJQLWLRQ��DQG�WDOHQW�PDQDJHPHQW�HYROYHG�WR�VXSSRUW�DQG�UHLQIRUFH�WKH�IRFXV�RQ�WKH�
FXVWRPHU�DV�ZHOO��7KH�PHWKRGRORJ\�EHFDPH�DQ�LQWHJUDO�SDUW�RI�KRZ�WKH�RUJDQL]DWLRQ�GLG�EXVLQHVV��

�� %XLOGLQJ�(PRWLRQDO�%RQGV�YHUVXV�7UDLQLQJ��7UDLQLQJ�ZRXOG�DGGUHVV�JDSV�VXFK�DV�FRQÀLFW�UHVROXWLRQ��WHDP�
G\QDPLFV��DQG�LQWHUSHUVRQDO�VNLOOV��EXW�WKH�GHHSHU�FKDOOHQJH�ZRXOG�EH�WR�LQVSLUH�SHRSOH�WR�XVH�WKHLU�GLVFUHWLRQDU\�
HQHUJ\²WR�ZDQW�WR�H[KLELW�WKRVH�EHKDYLRUV�RQ�D�GDLO\�EDVLV²DQG�HQVXUH�WKH\�KDG�WKH�ULJKW�WRROV�DQG�D�ZRUN�
HQYLURQPHQW�WKDW�ZRXOG�VXSSRUW�DQG�UHZDUG�WKHP�IRU�GHOLYHULQJ�PDJQL¿FHQW�VHUYLFH�

�� +RQRULQJ�WKH�3DVW��%HIRUH�DVNLQJ�SHRSOH�WR�HPEUDFH�D�QHZ�ZD\�RI�GRLQJ�EXVLQHVV��HVSHFLDOO\�LQ�OLJKW�RI�SDVW�
VXFFHVV��LW�ZDV�LPSRUWDQW�WR�WDNH�WLPH�WR�DFNQRZOHGJH�WKH�FROOHFWLYH�KLVWRU\�RI�WKH�JURXS�WKDW�JRW�WKHP�WR�WKHLU�
second decade.

�� ,QIRUPLQJ�DQG�(QJDJLQJ��,QYROYLQJ�FUHZPHPEHUV�DW�DOO�OHYHOV�LQ�WDNLQJ�DQ�DFWLYH�UROH�LQ�FUHDWLQJ�WKH�VWUDWHJLF�
URDGPDS�IRU�WKH�VHFRQG�GHFDGH�KHOSHG�SHRSOH�XQGHUVWDQG�KRZ�ZKDW�WKH\�GLG�GD\�WR�GD\�¿W�LQWR�WKH�VXFFHVV�RI�
the organization.

�� (PEHGGLQJ�LW�LQ�WKH�&XOWXUH��([WHQVLYH�WKRXJKW�DQG�HIIRUW�ZHQW�LQWR�WKH�ZD\V�LQ�ZKLFK�QHZ�WKLQNLQJ�DQG�
EHKDYLRUV�ZRXOG�PDQLIHVW�WKHPVHOYHV�LQ�WKH�RUJDQL]DWLRQ�PRYLQJ�IRUZDUG�

�� 6LJQDWXUH�0RYHV�ZHUH�FUHDWHG�E\�WKH�&UHZPHPEHUV�WKHPVHOYHV��2QH�H[DPSOH�LQFOXGHV�WKH�FUHDWLRQ�RI�XQLTXH�
EHKDYLRUV��VXFK�DV�WKH�³ZDYH�RII´�E\�JURXQG�RSHUDWLRQV�SHUVRQQHO�WR�GHSDUWLQJ�DLUFUDIW��WKDW�EHFDPH�WKH�
VWDQGDUG�EHKDYLRUV�H[KLELWHG�E\�FUHZPHPEHUV��7KHVH�³6LJQDWXUH�0RYHV´�ZHUH�FUHDWHG�E\�WKH�FUHZPHPEHUV�
themselves once they understood the strategy for the second decade and integrated them throughout the entire 
organization.

�� ,QYHVWPHQW�YV��&RVW��-HW%OXH¶V�OHDGHUVKLS�WHDP�XQGHUVWRRG�WKH�GLIIHUHQFHV�EHWZHHQ�D�FRVW�DQG�DQ�LQYHVWPHQW�
DQG�VSHQW�D�JRRG�GHDO�RI�WLPH�HGXFDWLQJ�WKH�RUJDQL]DWLRQ�RQ�WKLV�DV�ZHOO��$OWKRXJK�WKLV�HIIRUW�UHTXLUHG�RXWOD\�RI�
¿QDQFLDO�UHVRXUFHV��LW�ZDV�VRPHWKLQJ�WKDW�ZRXOG�JHQHUDWH�D�VXEVWDQWLDO�¿QDQFLDO�UHWXUQ��

TIPS AND TECHNIQUES
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MEASURING CHANGE
2QH�FULWLFDO�FRQVLGHUDWLRQ�IRU�WKLV�HIIRUW�ZDV�WKH�QHHG�E\�YDULRXV�VWDNHKROGHUV�WR�XQGHUVWDQG�KRZ�
WKHVH�HIIRUWV�ZHUH�KHOSLQJ�WR�PRYH�WKH�QHHGOH�RYHU�WLPH��7KLV�LQLWLDWLYH�UHSUHVHQWHG�D�VLJQL¿FDQW�
LQYHVWPHQW�RQ�WKH�SDUW�RI�-HW%OXH�DQG��ULJKWIXOO\��WKH\�ZDQWHG�WR�PDNH�VXUH�WKDW�LW�ZDV�\LHOGLQJ�
UHVXOWV��0HDVXUHPHQW�ZDV�QRW�DQ�DIWHUWKRXJKW��DV�LW�VR�RIWHQ�LV�ZKHQ�GHVLJQLQJ�ODUJH�VFDOH�
LQLWLDWLYHV��EXW�UDWKHU�D�NH\�SDUW�RI�WKH�SODQQLQJ�SURFHVV�IURP�WKH�VWDUW��

-HW%OXH¶V�LQWHUQDO�DVVHVVPHQW�DQG�HYDOXDWLRQ�WHDP�FUHDWHG�D�FRPSUHKHQVLYH�PHDVXUHPHQW�SODQ�WKDW�
ZDV�FRPSULVHG�RI�WKH�RSHUDWLRQDO�PHWULFV�WKDW�KDG�EHHQ�GHWHUPLQHG�WR�EH�NH\�GULYHUV�RI�VXFFHVV��
7KLV�PHDVXUHPHQW�SODQ�KHOSHG�WUDFN�SURJUHVV�RQ�WKH�HIIRUW�DQG�DOORZHG�WKH�WHDP�WR�PDNH�UHYLVLRQV��
ZKHUH�QHHGHG��WR�HQVXUH�WKH�JDSV�ZHUH�FORVHG��.H\�PHWULFV�ZHUH�DQDO\]HG��DQG�HDFK�GHSDUWPHQWDO�
OHDGHUVKLS�JURXS�ZDV�JLYHQ�GHWDLOHG�PHDVXUHPHQW�UHSRUWV�RQ�D�PRQWKO\�EDVLV�VR�WKH\�FRXOG�VHH�WKHLU�
SURJUHVV�RYHU�WLPH��

)RU�H[DPSOH��&XVWRPHU�136��1HW�3URPRWHU�6FRUH��LV�D�PHWULF�ZLGHO\�XVHG�E\�VHUYLFH�RUJDQL]DWLRQV�
LQFOXGLQJ�-HW%OXH��WR�PHDVXUH�WKH�LPSDFW�WKH\�DUH�KDYLQJ�RQ�WKHLU�FXVWRPHUV��:LWK�VFRUHV�UDQJLQJ�
IURP�QHJDWLYH�����WR�SRVLWLYH������FRPSDQLHV�DUH�DOZD\V�VWULYLQJ�WR�KDYH�KLJKHU�UDZ�VFRUHV��:KHQ�
136�ZDV�H[DPLQHG�LQ�WKH�FRQWH[W�RI�WKLV�LQLWLDWLYH��LW�ZDV�IRXQG�WKDW�ZKHQ�WZR�RXW�RI�WKH�WKUHH�
)OLJKW�$WWHQGDQWV�RQ�D�FRDVW�WR�FRDVW�ÀLJKW�KDG�JRQH�WKURXJK�WKHVH�VXPPLWV��136�VDZ�D�IXOO���SRLQW�
LQFUHDVH�RQ�DYHUDJH��D�MXPS�WKDW�ZRXOG�PDNH�DOO�OLNH�IRFXVHG�FRPSDQLHV�HQYLRXV��$GGLWLRQDO�PHWULFV�
LQFUHDVHG�DV�ZHOO��VXFK�DV�WKH�&RPSOLPHQW�WR�&RPSODLQW�5DWLR�DQG�FUHZPHPEHU�HQJDJHPHQW�VFRUHV�

7KH�FRQFHQWUDWLRQ�RQ�PHDVXUHPHQW�HQVXUHG�WKDW�OHDGHUV�DQG�FUHZPHPEHUV�VWD\HG�IRFXVHG�DQG�
FRXOG�VHH�KRZ�FKDQJHV�OHG�WR�ERWWRP�OLQH�EXVLQHVV�UHVXOWV��,Q�DGGLWLRQ�WR�TXDQWLWDWLYH�PHDVXUHPHQW��
TXDOLWDWLYH�GDWD�ZDV�JDWKHUHG�IURP�VWDNHKROGHUV�DV�ZHOO��7KLV�TXDOLWDWLYH�GDWD�WRRN�PDQ\�IRUPV��
DGGLQJ�FRORU�DQG�GHSWK�WR�WKH�TXDQWLWDWLYH�PHWULFV�DQG�SURYLGLQJ�VWRULHV�RI�FUHZPHPEHUV�ZKR�
ZHUH�GLVSOD\LQJ�FXVWRPHU�IRFXVHG�EHKDYLRUV�WKURXJKRXW�WKH�RSHUDWLRQ��7KHVH�VWRULHV�DQG�³KHURHV�
RI�VHUYLFH´�ZHUH�SXEOLFDOO\�DFNQRZOHGJHG��WKHUHE\�IXUWKHU�UHLQIRUFLQJ�WKH�GHVLUHG�DWWLWXGHV�DQG�
EHKDYLRUV�WKDW�WKH�RUJDQL]DWLRQ�QHHGHG�LQ�RUGHU�WR�H[HFXWH�WKHLU�
VWUDWHJ\��&UHZPHPEHUV�E\�DQG�ODUJH�IHOW�PRUH�HQJDJHG�ZLWK�WKH�
FRPSDQ\�ERWK�ZLWKLQ�WKH�VXPPLW�HQYLURQPHQW�DQG�DIWHUZDUGV��
7KH\�ZHUH�DSSUHFLDWLYH�RI�WKH�RSSRUWXQLW\�WR�SDUWLFLSDWH�LQ�
FUDIWLQJ�-HW%OXH¶V�SODQ�IRU�WKH�IXWXUH�DQG�H[SHULHQFHG�D�UHQHZHG�
FRQQHFWLRQ�WR�WKH�FRPSDQ\�

:KHQ�FRQVLGHUHG�WRJHWKHU��WKLV�LQIRUPDWLRQ�VHUYHG�DV�DQ�LPSHWXV�
WR�IXUWKHU�SULRULWL]H�NH\�SURMHFWV�DQG�HQKDQFH�OHDGHUVKLS�VXSSRUW�LQ�
SRFNHWV�DURXQG�WKH�RUJDQL]DWLRQ��

“In a vast majority 
of service-related 
interactions in this 
country, you own 
your problem. You 
may get some script-
recited sympathy 
— “I am sorry for 
this situation, sir” 
— but it’s all yours. 
JetBlue’s success 
clearly stems from 
a culture that a lot 
of very smart and 
committed people 
have created, and 
cultures are very 
hard to capture or 
explain.” 
—New York Times

3KRWR�FRXUWHV\�RI�-HW%OXH�$LUZD\V
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THE WAY FORWARD: GROWING THE GAP
-HW%OXH�FRQWLQXHV�WR�HQJDJH�FUHZPHPEHUV�LQ�LWV�FULWLFDO�
WUDQVIRUPDWLRQ�IURP�³1HZ�<RUN¶V�KRPHWRZQ�DLUOLQH´�WR�³7KH�
$PHULFDV¶�)DYRULWH�$LUOLQH�´�(YLGHQFH�SURYHV�WKDW�WKLV�FXOWXUDO�
WUDQVIRUPDWLRQ�SURFHVV�HQDEOHV�FUHZPHPEHUV�WR�GHOLYHU�
PDJQL¿FHQW�VHUYLFH�WR�FXVWRPHUV�DQG�WKH�UHVXOWV�DUH�KHOSLQJ�
WR�HQVXUH�WKDW�-HW%OXH�³JURZV�WKH�JDS´�EHWZHHQ�LWVHOI�DQG�WKH�
FRPSHWLWLRQ��-XVW�VL[�PRQWKV�DIWHU�WKH�LQLWLDWLYH�FRPPHQFHG��
ZKLFK�LV�QRZ�QDPHG�&XOWXUH�LV�6HUYLFH�ZLWKLQ�-HW%OXH���WKH�1HZ�
<RUN�7LPHV�FROXPQLVW��³7KH�+DJJOHU�´�ZKR�QRUPDOO\�IRFXVHV�RQ�
FRPSODLQWV��ZURWH�D�FROXPQ�WKDW�ZDV�WDQWDPRXQW�WR�D�ORYH�OHWWHU�
WR�-HW%OXH�DERXW�WKH�ZD\�LQ�ZKLFK�FUHZPHPEHUV�ZHQW�DERYH�DQG�
EH\RQG�WR�GHOLYHU�D�PDJQL¿FHQW�FXVWRPHU�H[SHULHQFH��³,Q�D�YDVW�
PDMRULW\�RI�VHUYLFH�UHODWHG�LQWHUDFWLRQV�LQ�WKLV�FRXQWU\��\RX�RZQ�
\RXU�SUREOHP��<RX�PD\�JHW�VRPH�VFULSW�UHFLWHG�V\PSDWK\�²�³,�DP�
VRUU\�IRU�WKLV�VLWXDWLRQ��VLU´�²�EXW�LW¶V�DOO�\RXUV��-HW%OXH¶V�VXFFHVV�
clearly stems from a culture that a lot of very smart and committed 
SHRSOH�KDYH�FUHDWHG��DQG�FXOWXUHV�DUH�YHU\�KDUG�WR�FDSWXUH�RU�
H[SODLQ�´�VDLG�WKH�1HZ�<RUN�7LPHV�

$IWHU�RQH�\HDU�VLQFH�-HW%OXH�HPEDUNHG�RQ�WKLV�MRXUQH\�WR�WUDQVLWLRQ�WR�D�PRUH�FXVWRPHU�IRFXVHG�
FXOWXUH��WKH�FRPSDQ\�HDUQHG�LWV�VHYHQWK�-�'��3RZHU�DQG�$VVRFLDWHV�KRQRU�IRU�EHVW�FXVWRPHU�
H[SHULHQFH�DPRQJ�ORZ�FRVW�FDUULHUV��7\SLFDO�RI�WKH�GDWD�GULYHQ�FRPSDQ\��&22�5RE�0DUXVWHU�ZDQWHG�
WR�VHH�WKH�OLQH�LWHP�VFRUHV��DQG�WKHUH�ZDV�KLV�SURRI��7KH�ELJJHVW�OLQH�LWHP�VFRUH�LQFUHDVHV�ZHUH�LQ�WKH�
VRIW�VNLOOV�VFRUHV��KHOSIXO��IULHQGO\���HYHU\WKLQJ�IURP�WKH�UHVHUYDWLRQV�H[SHULHQFH�DQG�DLUSRUW�FKHFN�LQ�
WR�FRPPXQLFDWLRQ�DQG�VHUYLFH�IURP�FUHZPHPEHUV�VDZ�GRXEOH�GLJLW�LQFUHDVHV��$V�0U��0DUXVWHU�VDLG��
³7KLV�\HDU��,�IHOW�ZH�HDUQHG�LW��:H�SXW�WKH�ZRUN�LQ��ZH�NQRZ�WKH�ZD\�IRUZDUG��DQG�QRZ��LI�ZH�DFKLHYH�
WKH�KLJKHVW�KRQRU�JRLQJ�IRUZDUG��LW�ZLOO�EH�EHFDXVH�ZH�DUH�GRLQJ�WKH�ULJKW�WKLQJ�´�

7KLV�LQFOXVLYH�DSSURDFK�DQG�PHWKRGRORJ\�LV�EDVHG�RQ�WKH�EHOLHI�WKDW�WKH�UHODWLRQVKLS�EHWZHHQ�
FUHZPHPEHUV�DQG�FXVWRPHUV�LV�D�FULWLFDO�FRPSRQHQW�LQ�GULYLQJ�FXVWRPHU�OR\DOW\��EUDQG�UHFRJQLWLRQ��
DQG�FUHZPHPEHU�HQJDJHPHQW��7KLV�LQLWLDWLYH�FRQWLQXHV�WR�VHHN�ZD\V�WR�PDNH�-HW%OXH¶V�VWUDWHJ\�
DFWLRQDEOH�E\�IURQWOLQH�FUHZPHPEHUV��SURYLGH�WKHP�JHQXLQH�RSSRUWXQLWLHV�WR�GHYHORS�DQG�GHOLYHU�WKH�
-HW%OXH�([SHULHQFH��DQG�EXLOG�OHDGHUVKLS¶V�FDSDELOLW\�WR�OLVWHQ�

gothamCulture helps clients achieve exceptional organizational performance through the lens of culture and leadership.  
The gothamCulture team is comprised of seasoned professionals from a broad array of professional backgrounds who support client 
change efforts with precision and focus on achieving tangible performance gains.
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From the Field:

“Joe has a renewed 
dedication to living 
according to the 
Values, resulting in 
better service for 
JetBlue’s customers. 
With new relationships 
established and a 
greater knowledge 
about JetBlue’s 
strategy and how 
each individual can 
impact customer 
loyalty, delivering 
PDJQL¿FHQW�VHUYLFH�
has gotten easier. 
Both crewmembers 
and crewleaders seem 
more dedicated to 
JetBlue’s success and 
more likely to view 
their work not as a job, 
but as a career.”


