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3.1.1

What’s this pack about?

Taking Personal Responsibility is about building our understanding of  

how we demonstrate to customers and colleagues that we care about their  

business and we are personally accountable for the quality of our work. 

‘Taking Personal Responsibility’ answers 

questions like:

•	� What do my customers and colleagues  

count on me to deliver?

•	 Where do we do this well?

•	� How can we consistently demonstrate  

personal ownership?

Why is this important?
Imagine if we could trust everyone to do what they  

say they will do? If everyone on the team took 

personal responsibility for ensuring they did their 

job to the best of their ability – all of the time. 

Taking ownership for our own actions is a key 

component in building trust with our customers 

and colleagues. The more we know we can rely on 

each other, the less time we spend on non value-

adding tasks like following up on requests or fixing  

errors. The more we can say, “You can count on 

me” and mean it – the more we’ll achieve.

Ideal Outcomes
•	� Less customers passed around your  

organisation

•	 Less re-work

•	� Less frustration because people do what  

they say they will do

•	 Build trust in each other and with customers

•	 Stronger working relationships

•	 More aligned teams.
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Leader Guide:

This theme focuses on building trust by Taking 

Personal Responsibility. Imagine a company or 

team where everyone trusts each other to do 

their part to deliver total quality to customers or 

colleagues. It can only happen when each and 

every one of us takes personal responsibility for 

the quality of our work.

Whether we have been entrusted with responsibility  

for our customers or our colleagues we want to 

hear people saying, “You can count on me!”

Taking Personal Responsibility is specifically 

aimed at: 

•  increasing the level of personal responsibility 

and ownership for delivering results for 

customers and colleagues

•  Building greater trust in each other and 

the business

• Less blame shifting

• Better teamwork

• Greater sense of work satisfaction

•  understanding our role better and how 

it contributes to our goals.

Why is this important?
“healthy responsibility is defined as taking 

100% responsibility for yourself while inspiring 

others to take 100 percent responsibility.” 

—Dr Gay Hendricks, founder  

of the Hendricks Institute, USA

 Taking personal responsibility and accountability 

for delivering quality outcomes to each other 

leads to delivering total quality outcomes for 

the customer. Ultimately customer satisfaction, 

loyalty and share of wallet grows and overall 

business performance improves.

•  A strong high-performing team begins with 

capable and passionate individuals working 

together towards a common goal.

•  The role of the Manager is to recognise and 

build the skills and capabilities of individuals so 

that they can effectively contribute to the team.

•  Individuals are less likely to take responsibility 

unless they are given it by their leaders.

 

introduction

every day customers and colleagues count on us to deliver quality outcomes. 

every time we deliver what we promise we reinforce that they can rely on the 

relationship. trust is established, confidence grows and the business flourishes. 

  takinG personaL  
  responsiBiLity 
     “you can count on me!” 
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Customers and Colleagues Who rely on me

Customers and Colleagues Who i rely on

me/my team
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  Taking Personal  
  Responsibility 
     “You can count on me!” 


