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Chapter 2: 
SO, WHAT THE HECK IS 
EMPOWERMENT ANYWAY?
Defi ning Empowerment

Empowerment is defi ned by Webster´s dictionary as “the giving or del-
egation of power or authority.” Sounds good, right? I mean, who doesn’t 
want more power? 

Specifi cally in the business world, Empowerment means having the au-
thority and responsibility to make quick, on-the-spot decisions that help 
your customers by using available information and common sense.
  
Empowerment gives you, and every employee, the responsibility and 
authority to satisfy your customers. Yes, there are limits, but even the 
parameters we’ll discuss will help you feel empowered.

Characteristics of Empowerment

Empowerment means solving customer problems without asking per-
mission. The sooner you make a decision, the sooner the problem is 
solved. If you have to ask fi ve different people if you can solve a prob-
lem, the problem and the customer’s dissatisfaction escalate. 

Empowerment means working quickly and effi ciently. The word “slow” 
has no business in an empowered workplace. In customer service, ev-
eryone’s time is important. Being able to make an empowered decision 
helps you move things along. 
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For example, let’s say a woman calls and states that “the company 
shipped the wrong order.” All she wants is the order she placed. Instead 
of talking to three supervisors and having to get clearance, you tell her 
that the company will ship the correct order to her immediately and you 
will make arrangements to have a shipping company pick up the incor-
rect order. She thanks you for your help and you hang up the phone, 
having fi xed a diffi cult situation in a timely manner.

You have solved a problem quickly and effi ciently. By doing so, you have 
prevented an unhappy customer from being inconvenienced any further. 
If this matter had required several phone calls to supervisors, the cus-
tomer would have become annoyed. The annoyance would have been 
magnifi ed if you could not ship the new items until the old ones were 
received. Agitation would set in even further if you had informed the 
customer that they needed to pay to ship the old items back.
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Business of Customer Service

Customers are the engine that makes any company move. Now, every 
engine needs maintenance, but if you wait too long to take care of it, 
the engine will break down. Taking care of your customers keeps your 
company’s engine running smoothly. 

You are in the business of customer service and that’s what Empower-
ment is all about: servicing the customer. It’s really pretty simple: 
Those who make slow decisions that they have to run through channels 
will no doubt produce a disgruntled, frustrated customer.
Those who make quick, empowered decisions to help the customer will 
inevitably ensure a more satisfi ed customer. 

For example, let’s say a man comes in to your store with an item that 
is defective. He only discovered the fl aw after he purchased the item. 
All he wants is to exchange the fl awed merchandise for one that works. 
Unfortunately, the defective model he purchased was the last one in 
stock. You respond by telling him you will check other stores to see if 
they have the item. To both your dismay and his, the item is out of stock 
everywhere. You can see the man getting increasingly agitated as he 
gruffl y replies that all he wants is a refund. However, you note that you 
have a superior model of the same item in the store that normally costs 
thirty dollars more, but because the man has been inconvenienced, you 
offer to give him the better model without the price increase. The man’s 
irritation subsides and he gladly accepts the superior model. 

You just made an empowered decision and look at the results. A cus-
tomer was about to walk away angry – even with a refund. Instead, be-
cause you offered the customer something for his trouble, in this case 
an upgraded item, he completed his purchase and left the store happy. 
That’s a sale today – and most likely more sales in the future. 
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Why Should I Care About Empowerment?

Empowerment makes your job easier! Being empowered increases your 
chance of success. Empowerment allows you to get things done quicker 
and faster. Who doesn’t want to make their job less diffi cult?

Empowerment allows you to show what you can do for your company. 
It is a platform to demonstrate your competence and decision-making 
skills to your employees. People who are empowered in the workplace 
stand out. They force employers to take notice of the excellent job they 
are doing.

Empowerment will help you advance your career. Empowered employ-
ees are more likely to get raises and promotions. Employees who reject 
Empowerment remain stagnant. 

Empowerment has strong benefi ts for the company. Companies that 
use Empowerment save money and time, and increase profi ts. The rea-
son is clear: Empowerment keeps customers happy and loyal. In turn, 
they share their happiness with others who become new customers. 
Let’s not forget who benefi ts when a company’s fortunes improve: You, 
the employee, as the potential is greatly enhanced for promotions and 
salary increases. So, if you want to make your job more diffi cult, not get 
promoted and not receive raises, and cause your company to go under, 
then go ahead and reject Empowerment. 
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 CHAPTER 2 REVIEW: 

Points to Remember

 Empowerment means making quick, on-the-
spot decisions.

 Empowerment means doing whatever it 
takes to ensure an over-happy customer.

 Empowerment is providing excellent 
customer service.

 Empowerment turns unhappy customers into 
ones who are elated.

 Empowerment makes your job easier.

 Empowerment makes the company more 
profitable.

 Rejecting Empowerment as a way of life will 
make your job more difficult!
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