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Transformational Stories

Be An Owner, Not An Occupier By: John B. Miller

QBQ

One definition of the trendy word “occupy” is to
“dwell in a space.” Too often, we humans do this—
we just take up space. Sometimes, we just take up
... time. Time, as we all know, can be
measured in years, months, weeks, days, hours,
minutes, or seconds. But | like the word—the unit of
time—called a "moment.” It's certainly a common
description of time. We say, "“Just a moment!” "I'll be
with you in a moment!” or "Please wait one moment.”
Or, if we demonstrate quickness of mind or humor,
or we act fast, decisively, and perform deftly, we are
said to be “in the moment.” We are encouraged to
"seize the moment.”

Moments are the essence of the adage, "Don’t blink
or you'll miss it.”

But it is easy to miss a moment. And what we're
really missing is the opportunity to own the
moment. The truth is, opportunities come in
moments and in moments there can be
opportunity. When we fail to own the opportunities
that come along, we diminish ourselves because—in
that moment—we likely served less, contributed
little, added no value, and eschewed practicing
personal accountability.

On the flip side, when we simply OCCUPY a
moment, we miss our chance to give, to help
someone, to solve a problem. Occupiers of
moments are often bystanders, watchers, and
observers. Quite honestly, sometimes they are
complainers, whiners, and blamers. Not always ... |
said sometimes.

Bottom line, | just think it's better to own moments
than to occupy them.

In Chapter One of the QBQ! book, there is story about
Jacob, the Rock Bottom Restaurant server, who, as he
was heading to the kitchen weighed down by a loaded
tray of dirty dishes, spotted me, stopped, and met my
needs. He didn't think the thoughts of an Occupier
such as, Not my department. Not my job. Not my
problem. He thought the thoughts of an Owner: / care. |
want to serve others. | will be my best today.

Maybe a tad pedestrian, but because in the pedestrian
we find the practical, here are the kinds of things
people do when they own a moment:

¢ A manager stops debating with a staff member,
trying to win a point, and pauses, saying,
"You know, I think there’s more to this than
I'm aware of. Can you share with me what'’s
really on your mind?”

® A parent, after instructing a child to stop engaging in
a specific behavior, actually follows through,
preventing disobedience and earning the
child’s respect. (We call this ‘“strong
parenting” in Parenting the QBQ Way)

® A salesperson on a sales call stops blathering on
about the product and asks the customer,
"What problems are you experiencing?” and
"How can | best help you?”

¢ A driver on the road responds to another driver—who
just committed a mental error—with a rare-
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in-today’s-society friendly wave and a
smile.

¢ A spouse arriving home from a long, tough slog at
work rises above, saying to the other, "Tell
me about your day.”

¢ Asibling, friend, or co-worker, when told by another
that their words or actions hurt, stops and
asks, " am so sorry, what was it that | said
or did?” instead of lashing out with
defensiveness, justification, and blame.

¢ A twenty something with a cell phone, good car,
and some money in his pocket stops to help
a stranger on a Colorado highway at
midnight as all the other cars drive on by.

Now, | am not recommending anyone engage in that
last one and there’s no need to email me about the
risk. I understand. But when Michael, the only Miller
son, informed us the next morning that he’d stopped
to help a woman stranded in a decade old vehicle
with only $10 in her purse, secured a tow truck for her
by phone with his debit card, and waited for help to
arrive—l don’t think I've ever been more proud of
him.

Choosing to own a moment—not just occupy one—is
really an outstanding way to live. At its core, it's what
personal accountability is all about, asking The
Question Behind the Question (the QBQs): "What can |
do to own this moment?” and “"How can | right now
make a difference?”

Don't be an Occupier. Be an Owner. Only then can
we be outstanding!
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QBQ: The Question Behind the Question

Practicing Personal Accountability in Business & Life

By John G. Miller

"It's not my fault."

"Why is this happening to me?"
"No one told me."

"It couldn't be helped."

"Who dropped the ball?"

"It's not my problem."

In one form or another, we often hear these questions and statements.
Why does it seem, Miller asks, that the only thing people know how to
do anymore is point the finger elsewhere, blaming something or
someone else for their problems, their actions, or their feelings?

It is understandable that we think and feel the way we do, especially
when we get frustrated. But the above exclamations are all negative and
don't solve any problems. Say them aloud. How do they make you
feel? For me: powerless; like a victim of the environment and the people
around me. | don't want to be a victim. | want to have influence and a say
in my circumstances. Many of the organizations that | see today reflect
our society's tendency to blame other people, act like a victim, and
generally not take responsibility for our own actions. QBQ is a tool that
helps individuals practice personal accountability by asking better
questions. The idea that we are accountable for our own choices and are
free to make better ones is fundamental to the QBQ. Miller writes that
"Sometimes people think they have no choice. They'll say things like, "I have
to" or "l can't." But we always have a choice. Always. Realizing this and
taking responsibility for our choices is a big step toward making great
things happen in our lives."

Let's review the tool that Miller believes brings personal accountability to
life: the QBQ. Here are the three simple guidelines for creating a QBQ.

QBQs:
1. Begin with "What" or "How" (not "Why," "When," or Who").

When we ask "When," for example, we're really saying we have no choice
but to wait and put off action until another time. Questions that start
with "When" lead to procrastination. Procrastination is a sneaky problem.
We put off a problem until a little later, and then a little later, and then a
little later, until before we know it we have put off action so long that we
have a serious problem. Miller quotes a friend who likes to say: "Let's take
care of the little things while they're still little." When we ask "Who" we
deflect to someone else and take the responsibility off of ourselves.
We're looking for scapegoats and someone else to blame.

2. Contain an"I" (not "they," "them," "we" or "you").

Personal accountability is about each of us holding ourselves accountable
for our own thinking and behaviors and the results they produce. Blame

and "whodunit" questions solve nothing. They create fear, destroy
creativity and build walls. There's not a chance we'll reach our full
potential until we stop blaming each other and start practicing personal
accountability. No matter what we're trying to accomplish, there's
always a barrier of some kind to overcome, and it's often something
over which we have no control. Instead of focusing on the barriers, let's
work to become so good that we'll succeed no matter what. Who do
accountable people blame? No one, not even themselves.

3. Focus on action.

To make a QBQ action-focused, we add verbs such as "do," "make,"
"achieve," and "build" to questions that start with "What" or "How" and
contain an "I." You end up with questions like these:

"What can | do to help you do your job better?"

"What can | do to make a difference?"

"How can | support the team?"

“"How can | help move this forward?"

"How can | provide value to you?"

"What solution can | provide?"

"How can | do my job better today?"

"How can | improve the situation?"

"How can | better understand you?"

"What can | do to find the information to make a decision?"

"How can | adapt to the changing world?"

Taking action may seem risky, but doing nothing is a bigger risk! Even
though there are risks involved in taking action, the alternative,

inaction, is almost never the better choice. Miller writes that:

4 Action, even when it leads to mistakes, brings learning and growth.
Inaction brings stagnation and atrophy.

4 Action leads us toward solutions. Inaction at best does nothing and
holds us in the past.

4 Action requires courage. Inaction often indicates fear.
¢ Action builds confidence; inaction, doubt.

QBQ is the practice of personal accountability: We discipline our
thoughts. We ask better questions. We take action. QBQ: The
Question Behind the Question. Practice it...and may it serve you
well.
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Instead of Complaining, Remember These 10 Things

By John Maxwell

A faint but discernible dividing
achievers from dreamers. What
difference?

line separates
makes the

Attitude. Achievers have a can-do attitude that sets
them apart from mere dreamers. Achievers are sold
out to success—no matter the obstacles—and they
are willing to put forth the effort and pay the price of
success.

Here are 10 tips to reveal your own can-do attitude:

1. Disown your helplessness. Can-do people
aggressively pursue solutions, and, in the process,
uncover creative solutions others never even try to
find. Rather than wallowing in helplessness, can-do
leaders search diligently to overcome the obstacles in
front of them.

2. Take the bull by the horns. Can-do people are
fearless. They go straight to the source of their
solution. Their very effort commands attention as
they wrestle a problem to the ground with
expediency. They don't wait; they initiate.

3. Enter the no whining zone. Can-do people abstain
from complaining. They recognize its futility and
guard their minds and mouths against indulging in
this time-wasting activity.

4. Put on another’s pair of shoes. Can-do people
empathize with others. They attempt to see any
predicament from the other person’s perspective in
order to make the best decisions.

5. Nurture your passion. Can-do people are immune
to burnout. They love what they do because they've
learned how to fuel the fire that keeps them moving.
The prize is not given to the person who's the

smartest, nor to the person with the advantages in
resources and position, but to the person with
passion.

6. Walk the second mile. Can-do people exceed
expectations. While others settle for an acceptable
solution, they aren’t satisfied until they have achieved
the wunimagined. They set expectations for
themselves higher than what is dictated by the
people or situations around them.

7. Quit stewing and start doing. Can-do people take
action. While others are crippled by worry, fear and
anxiety, they have the fortitude to press forward. The
perfect moment when all is safe and assured may
never arrive, so why wait for it?

8. Go with the flow. Can-do people can adjust to
change. They don't get caught griping about an
unexpected curve in the road. They accept transition
with an optimistic outlook.

9. Follow through to the end. Can-do people not
only initiate, they finish. They are self-starters with
the capacity to close the deal.

10. Expect a return as a result of your commitment.
If you make an all-out commitment with a can-do
attitude, expect a return. Passionate commitment is
contagious, and resources follow resolve. Committed
leaders will reap rewards and find open doors as
others are drawn to the excitement and energy
emanating from them.
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Mike is available for individual
leadership coaching.
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appointments.
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