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As a leader, talk is cheap. Action is what counts and practice makes a difference. Below are 
practical steps to improve performance.     

• Take care of yourself. Another episode, another successful leader reminding you of the 
importance of self-care. This time, it’s Kammy Horne, Senior Vice President of 
Development with VIA Metropolitan Transit, repeating the mantra we’ve heard from 
multiple CEOs and industry thought-leaders previously on our show. In Kammy’s own 
words, “Take care of yourself. You’re Number 1. You cannot give and be a great leader if 
it’s all going out and nothing’s taking care of yourself.” 

 
We strongly suggest taking an honest, introspective look at where you’re spending your 
time, then determine if it’s the right balance between all areas that are important to you. 
Consider physical, mental, emotional, relational, financial, and spiritual health. If you’re 
out of balance, you can bet your organization is, too. Remember, you’re the biggest 
influence on your company’s culture. 
 

• Get more sleep and drink more water. Why does this make this episode’s Let’s Get 
Practical list? Because CEOs are notorious for burning the candle at both ends, sacrificing 
sleep and turning to coffee and energy drinks to stay sharp. Good sleep and proper 
hydration may be offshoots of physical self-care, but most of us think of exercise and diet 
first when assessing our physical health and forget the importance of staying hydrated 
and giving our body the rest it needs to stay sharp. You get one chance at maintaining 
your body. Give it the attention it deserves. 
 

• Be aware of and recognize how you’re showing up. Seeing into your own blind spots and 
addressing the issues can be the difference between being a great leader and struggling to 
stay afloat. That said, they’re called your blind spots for a reason. It’s not easy to see them 
without help. Good leaders ask for help from coaches and trusted advisors, listen with a 
growth mindset, then create action plans to improve. Think of the saying “All boats rise 
with the tide”. You’re the tide. 
 

• When it comes to motivating others, find out what motivates the individual, not the 
team. You already know everyone is different, so why choose one method to motivate 
and engage everyone? It isn’t going to work as effectively as tailoring motivation to each 
person. Leaders who understand and apply this have more engaged teams and are seen 
as more thoughtful and caring. 
 
 



 

 
 

 
www.thefrustratedceo.com 

Let’s Get Practical  
Are you listening? Leadership. – Interview with 
Kammy Horne, VIA Metropolitan Transit 
Episode 24 

 
• Celebrate the happy things. CEOs like to win, and why not? But it’s easy to only celebrate 

the wins and forget to acknowledge the happy moments and good reasons to celebrate 
that got you to the win. Sometimes, you can lose and still find reasons to celebrate, like 
exceeding your own expectations or learning valuable lessons from which to grow. 
Organizations that only celebrate wins miss opportunities to enjoy the journey as much as 
the destination, and often create pressure-packed, win-at-all-costs cultures that aren’t 
sustainable and cause employees to burn out. 
 

• Listen to people. You had to know this one was coming; it’s the name of the episode, for 
Pete’s sake. But good listeners are rare in today’s sea of hot takes, screaming voices and 
strong opinions. Listen, then listen again, and then, listen one more time before you 
speak. Gather as much data as you can before you speak and you’ll find your decision-
making ability will improve. As Leb puts it in this episode, “Listen like your life depends on 
it.” 
 

• Be prepared. It’s not just a scout’s motto, it’s good advice for anyone who wants to show 
up well. CEOs are often admired for their ability to be cool in the moment and react 
calmly to whatever comes, but nothing helps you ad-lib and react like preparation. The 
more prepared you are, the less reactive you’ll be and the less likely you are to say or do 
something you’ll later regret. 
 

• Come willing to collaborate. Leadership requires the ability to influence others unless you 
just plan to rule with an iron fist (we recommend you don’t!). Thus, engaging others and 
drawing them in to collaborate with you creates trust, makes others feel valued and often 
unlocks better ideas than you can develop on your own. This suggestion couples well with 
the idea above, Listen to people, to prevent you from exerting your own strong 
personality to the detriment of collaboration. Remember, you’re the CEO, and many 
employees will defer to your ideas and suggestions unless you’re listening first and 
inviting them to collaborate with you. 
 

• Two-way communication requires you to respond. You’ve always got something on your 
plate, so it’s understandably difficult to remember to respond to everyone. But 
communication is two-way, and every comment, suggestion and idea requires a response. 
Employees, your executive team, and members of the Board will often understand when 
you don’t respond, but over time it can impact your credibility and how others see and 
respond to you. Do your best to respond to everyone, and consider engaging an Executive 
Assistant or Strategic Communications Manager to help you stay on top of things. It does 
make a difference. 



 

 
 

 
www.thefrustratedceo.com 

Let’s Get Practical  
Are you listening? Leadership. – Interview with 
Kammy Horne, VIA Metropolitan Transit 
Episode 24 

 
• Help your people focus on their strengths. Old-school performance management taught 

leaders to focus on the weaknesses and development opportunities of their people, 
coaching and developing them to overcome their deficiencies. If that’s how you were 
taught to view performance this may seem counterintuitive, because new ways of 
thinking instead suggest putting your employees in positions of strength to bring out their 
best and make it easier to shine. Sure, everyone can and should want to grow and develop 
their weakest areas, but positioning everyone where they can flourish and be recognized 
does far more for productivity, morale, culture, customer satisfaction, teamwork, 
empowerment and many other key performance indicators at the root of business 
success. At the very least, it does far more good than constantly berating someone for not 
being proficient in areas in which they’ll likely never excel, even with an investment into 
their professional development. 
 

• Immerse yourself in your customer’s world. Nothing beats fully understanding the 
customer experience, but can you take a page from Kammy Horne’s book to fully immerse 
yourself in your customer’s world? In the episode, Kammy spoke about giving away her 
car to her son so she could ride public transit right along with her customers. She met 
them, experienced what they experienced, heard their stories and ideas, and came away 
with a far greater understanding of the customer experience than ever before. More 
importantly, it wasn’t a PR stunt or short-term exercise; she’s three months in with no 
plan to stop riding public transit any time soon. What can you do to immerse yourself in 
your own customer’s world like that? 
 

• Different people from different generations, backgrounds and experiences may show up 
in ways you’re not used to. Managers make their teams adjust to them, but Leaders 
understand they’ve got to be the ones to adjust to meet each individual team member 
where they are. In today’s diverse workforce, that means acknowledging you’ve got 
employees from different generations, backgrounds, and experiences you may not fully 
understand or immediately appreciate. When this happens, pause and remember this, 
then reflect on a response that is inclusive, inviting and doesn’t shut that person down. 
 

• Master the art of “Tell me more”. It’s easy to rush to respond in conversation, especially 
when you hear something you don’t like or agree with. In those instances, it’s natural to 
become defensive and want to speak, but one of the most powerful phrases a leader can 
use instead of responding is “Tell me more”. These 3 words invite more information, more 
data from the person you’re talking to, very often giving you greater context from which 
to formulate the best possible response. Use this phrase liberally, then listen to 
understand, not to respond. When you finally do, you’ll hit the mark more often than not. 
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• Get yourself an Executive Coach. Michael Jordan had a coach. So did Tiger Woods and 

Tom Brady. These are some of the greatest of all time in their respective sports, yet they 
recognized the need for a trusted advisor to get the best out of them. You may think you 
can’t afford an executive coach, but as Kammy Horne put it in this episode, if you’re 
struggling in your CEO or senior leadership role, you can’t afford to NOT have one. The 
ROI is significant, and the personal and professional impact a coach can have on you may 
be the difference between loving and hating your job. If you’ve been missing a safe space 
to empty your frustrations so you can show up relaxed and ready to lead in the office, 
then consider getting yourself an Executive Coach. 
 
Pro Tip: All three hosts of The Frustrated CEO Podcast are career Executive Coaches with 
decades of experience. If you’d like to explore hiring any of them, contact them here: 
 Leb Tannenbaum – Leb@thefrustratedceo.com 
 Patsy Feeman – Patsy@thefrustratedceo.com 
 Patrick Lyons – Patrick@thefrustratedceo.com 
 

• Be a leader who starts relationships in a good place. This may look different to everyone, 
but it likely means ensuring you’re approachable, keep a smile on your face, greet people 
warmly, maintain open and inviting body language, and make each interaction positive for 
those who’ve chosen to follow your lead. No one should ever tremble in your presence! 
The saying “Employees join companies but quit leaders” is truer today than ever, so be a 
leader who makes it hard for their people to quit. That starts and ends with relationships. 

 
By the way, there’s a trickle-down effect to this! When you show up that way, everyone is 
inspired to follow your lead. Employees go home in better moods, making their home 
lives better, which means they come to work less stressed the following day. You can 
literally be the catalyst for life-altering change in the lives of your employees. 
 

• Show up as an authentic leader, and consistently live your values. Every moment you’re 
inauthentic, you’re unhappy and others see right through it. You get to choose how you 
show up, so why not be the most authentic you possible? 
 
 
 
 

To listen to this Episode again and tune in to episodes that you may have missed, go to 
http://www.thefrustratedceo.com/. 


