
Leadership check-in: Is your utility cultivating 
effective managers? 
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1. Operational leadership and safety culture integration

Safety is central to operational excellence in utilities—protecting employees, the public, and the environment while 
supporting compliance and reliable service. A strong culture of safety is essential at every level of the organization. 

Do new managers receive specific training focused on leading operational teams, ensuring strict adherence to 
safety protocols, and navigating regulatory compliance?  

Do they fully understand their critical role in fostering and enforcing a robust safety culture across the entire 
utility, from field to office?  

How are frontline operational staff supported and empowered to demonstrate leadership, model safe 
practices, and contribute to building a culture of safety? 

THINK : How are new managers equipped to lead operational professionals, ensure adherence to 
evolving safety regulations, and actively champion a zero-incident mindset?  

2. Crisis management leadership

Clear expectations and a culture of feedback are vital for individual and team growth as well as accountability.  

Are managers comprehensively trained in the utility’s emergency response plans, understanding their specific 
leadership roles during outages, service disruptions, or critical infrastructure incidents?  

Are there practices in place to train incident leaders to make swift, decisive, and informed decisions and 
communicate effectively under pressure, ensuring operational continuity and public safety during a crisis?  

THINK : What specific training or practices does the utility have for leaders and managing teams 
through critical operational or public safety events?  



3. Customer service experience and public perception

Every utility interaction, internally and externally, can significantly shape public trust and satisfaction.    

Are managers aligned with the utility’s commitment to customer service excellence? Are they equipped with 
the resources and guidance to respond to customer needs efficiently, effectively, and in a way that enhances 
the overall customer experience?  

THINK : How are managers educated and prepared for operational decision making and how it 
relates to the customer experience?    

4. Resource management and operational efficiency

Utilities require meticulous resource management and continuous operational efficiency for sustainability

and cost-effectiveness.

Are managers trained in utility-specific resource allocation, cost control strategies, and refining complex 
operational workflows for maximum efficiency, effectiveness, and reliability?  

Do they understand the capital planning process, asset management principles, and their department’s critical 
contribution to the utility’s long-term financial health and sustainability?  

Are managers encouraged to engage and communicate with employees on a frequent basis to gain input on 
policies, procedures, and potential new approaches to work processes and use of new technologies? 
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THINK : What specific training or resources do managers have to drive continuous improvement 
and innovation, manage assets responsibly, and contribute to the utility’s financial health 
and sustainability?  



5. Regulatory understanding and compliance leadership

Regulatory compliance protects public health, the environment, and maintains public trust. Managers have a

responsibility to ensure their teams understand and uphold those standards.

Do managers clearly understand the complex regulatory environment their utility operates within, including 
specific compliance responsibilities and reporting requirements?  

Are they able to lead teams in meeting complex regulatory requirements and reducing operational, 
environmental, and legal risks? 

THINK : How are managers educated on the evolving regulatory landscape, and what support do 
they receive to ensure their teams consistently meet and exceed all required compliance standards? 

By proactively addressing these areas, your utility can deepen leadership capabilities, enhance operational reliability, 
and secure the vital talent needed to continue delivering essential services for future generations. This assessment can 
be the foundation for a more robust leadership development strategy.
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For a deeper dive into assessing or strengthening your manager 
development program, you can contact Jackie Jarrell at jjarrell@raftelis.com.
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