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HERB KELLEHER

Southwest Airlines (www.southwest.com)

 “Culture is your number-one priority”
Herb Kelleher was twice named CEO of the year by Financial World magazine and has shown the world how to build a major airline. What people who may be aware of Kelleher may not realize, however, is how well he knows his job. At one time or another he has supervised or held just about every position at Southwest, so he understands the company better than anyone. 

Management Strategies for Success

☞ Geographic Positioning
· Kelleher typically opens a hub in a city close to where competitors have a near stranglehold. That puts off competing head-to-head for as long as possible. 

☞ “We Look for Attitude”
The only thing that differentiates one airline from another is the “people” who work there. 

· Attitude is cannot be changed. Southwest Airlines hire for attitude and teach skills. They don’t want a lousy attitude.

· Spending a lot of time interviewing potential employees to make sure they have the right attitude. 

☞ Southwest Culture

· Southwest Culture is non-bureaucratic, fun-loving.

· Built on the assumption that everyone will do the right thing for both the customer and their colleagues. 

· Create an environment where people can really enjoy what they’re doing. 

☞ The Best Leaders Have to Be Good Followers As Well. 
· Have to be quite willing to accept other people’s idea.

· Have to be willing to share the burden with employees.

· Have to be willing to take risks for your people.

: Southwest Airlines has provided total job security for employees. 

 ☞ The Intangibles Are Far More Important Than the Tangibles.

· In the Customer service business, you need to offer an infusion of spirituality. 

-  “The esprit de corps” is the hardest thing people to imitate.
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