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IT’S A BIG GOAL WITH LOTS OF MOVING PARTS, 
AND THE MOST IMPORTANT ONE IS OUR PEOPLE. 

ONLY WITH A HAPPY TEAM AND SUPPORTIVE 
CULTURE CAN WE GET THERE - AND THE FIRST 
STEP IS TO ALIGN OUR LEADERS BEHIND THE 

RIGHT TYPE OF LEADERSHIP.

So that’s what this book is all about. It’s a field 
guide for delivering the kind of leadership 

that inspires, motivates and grows our team. 
It will take you through the leadership style 
we have adopted and give practical tips on 

how to turn this theory into everyday reality 
for everyone you interact with at work.

By following the same leadership style, 
together we can build the kind of 

environment where people like coming 
to work each day, and feel great about 

themselves and the contribution they are 
making. As leaders, that is the greatest 

responsibility we have. 

WE EXIST TO SUPPORT OLDER PEOPLE IN  
leading meaningful lives
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WE BELIEVE  
LEADERSHIP
is the  
foundation  
for our  
success

Curtin Heritage Living is a not-for-profit organisation 
that exists to support local older people in leading 
meaningful lives. 

Our values drive our 
actions from the Board 
down to every team 
member. We don’t just 
state them, we live 
them by always asking 
four questions before 
committing to any action.

“Is this in the best interests of our 
residents and community?”

“Will this help to build a strong and 
vibrant community?”

“Are we being accountable to all the 
people whose lives we touch?”

“Could this be done in a simpler, 
more user-friendly way?”

We follow the Servant Leadership model at all levels of 
the organisation.

PURPOSE 
THE REASON FOR 
OUR EXISTENCE.

VALUES  
GUIDING PRINCIPLES 

FOR OPERATIONS 
AND DECISION 

MAKING.

LEADERSHIP 
HOW WE BEHAVE  

ON A DAY TO  
DAY BASIS.
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THE SERVANT  
Leadership Model
CURTIN HERITAGE LIVING HAS ADOPTED A 
MODEL OF LEADERSHIP KNOWN AS THE SERVANT 
LEADERSHIP MODEL.  

Servant Leaders prioritise the needs of their 
team members before their own, seeking 
to understand and meet their aspirations, 
while encouraging and enabling growth and 
development. 

It’s a model that places empowerment above 
personal goals, and has been shown to 
contribute to collaborative workplaces where 
individuals feel safe and are motivated to be 
their best.  

We can all be Servant Leaders, and in this 
book we’ll show you how.

SERVANT LEADER 
ATTRIBUTES

LISTENING
EMPATHY
HEALING

SELF-AWARENESS
PERSUASION
FORESIGHT

COMMITMENT TO GROWTH
CONCEPTUALISATION

STEWARDSHIP
BUILDING A COMMUNITY
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LISTENING

WHAT WE  
MEAN
Listening with intention and truly 
focusing on what the person is 
saying. 

WHY THIS IS 
IMPORTANT
This demonstrates respect and 
shows you value your team, while 
also helping gather information 
and opinions so you can make well 
informed decisions.

You don’t have to agree with 
everything being said, and that’s 
OK. Once you have listened 
respectfully, you can make an 
informed decision and discuss a 
way forward.

FOR  
EXAMPLE
•	Ask questions if you don’t 

fully understand your team’s 
comments

•	Explain the ‘why’ when decisions 
made are not in line with other’s 
thinking 

•	Organise a time to catch up 
later that day if you can’t give 
someone your full attention

•	Turn off your screens when 
having a conversation

“ONE OF THE MOST SINCERE FORMS OF RESPECT IS ACTUALLY 
LISTENING TO WHAT ANOTHER HAS TO SAY.” – BRYANT H. MCGILL
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EMPATHY
“I’VE LEARNED THAT PEOPLE WILL FORGET WHAT YOU 
SAID, PEOPLE WILL FORGET WHAT YOU DID, BUT PEOPLE 
WILL NEVER FORGET HOW YOU MADE THEM FEEL.” - 
MAYA ANGELOU

WHAT WE MEAN
Being aware of the feelings and perspectives of others, and seeking to 
understand both. 

WHY THIS IS IMPORTANT
Your team is made up of individuals with different life experiences, which will 
cause them to act and respond in different ways to different situations. 

Understanding these experiences can help you relate to your team and find 
opportunities for empathy and kindness, which boosts morale and builds trust. 

FOR EXAMPLE
•	Stop and think before responding

•	Always offer help before criticism

•	Check in regularly and ask your team how they are doing

•	Personalise work plans to the abilities of each team member
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HEALING

WHY THIS IS 
IMPORTANT
Healing is the natural result of 
Listening and Empathy. As a 
Healer you can take an active 
role in supporting your team to 
move beyond challenges - both 
professionally and personally. 

Doing this shows you care 
about each individual, which in 
turn creates a cohesive and safe 
environment where everyone feels 
valued and peaceful.

FOR  
EXAMPLE
•	Look out for emotional cues that 

suggests there may be conflict

•	Take action to resolve conflict 
early, in a non-judgemental way

•	Be open about your own 
challenges

•	Get to know your team and what 
is going on in their lives

“A LEADER SEES GREATNESS IN OTHER PEOPLE.  
HE NOR SHE CAN’T BE MUCH OF A LEADER IF ALL  
SHE SEES IS HERSELF.” - MAYA ANGELOU

WHAT WE  
MEAN
Actively helping to resolve 
conflict both within the team and 
personally.
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SELF-AWARENESS
“WHEN THE 75 MEMBERS OF STANFORD GRADUATE SCHOOL OF 
BUSINESS’S ADVISORY COUNCIL WERE ASKED TO RECOMMEND 
THE MOST IMPORTANT CAPABILITY FOR LEADERS TO DEVELOP, 
THEIR ANSWER WAS NEARLY UNANIMOUS: SELF-AWARENESS.” - 
HARVARD BUSINESS SCHOOL PRESS

WHAT WE MEAN
Being aware of your own emotions and behaviours and how they 
affect the people around you.

 

WHY THIS IS IMPORTANT
When you are aware of your own emotions, strengths and 
weaknesses you are much better equipped to manage your actions in 
a way that positively affects others. 

This helps you become an authentic leader who inspires trust and 
respect, and consistently provides a good example.

 

FOR EXAMPLE
•	Allow yourself to be the ‘real’ you 

•	Be open about your emotions 

•	Take a moment before reacting to information

•	Seek personal feedback from your team
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PERSUASION

WHAT WE MEAN   Inspiring your team to action, rather than forcing them.

WHY THIS IS 
IMPORTANT
There will be times you will need to 
persuade your team to take a course 
of action that may be unpopular 
or difficult. By using motivation, 
guidance, clear communication and 
collaboration, you can inspire your 
team to participate willingly, rather 
than relying solely on authority.

Following this persuasion path 
demonstrates respect, and when a 
team feels respected, they are more 
likely to respond positively, even in 
difficult circumstances.

FOR  
EXAMPLE
•	Give your team as much 

information about situations as 
you can

•	Always be honest

•	Actively seek ways to build trust

•	Provide reasons for making 
unpopular decisions 

‘CHARACTER MAY ALMOST BE CALLED THE MOST EFFECTIVE 
MEANS OF PERSUASION.’ - ARISTOTLE
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CONCEPTUALISATION
“THE FIRST RESPONSIBILITY OF A LEADER IS TO DEFINE 
REALITY. THE LAST IS TO SAY THANK YOU. IN BETWEEN, 
THE LEADER IS A SERVANT.” - MAX DEPREE

WHAT WE MEAN
Thinking beyond the day to day to keep the big picture in mind.

WHY THIS IS IMPORTANT
It is easy for leaders to get bogged down in daily tasks that keep things ‘ticking 
over’, while failing to move a business closer to achieving its mission.

Keeping the big picture in mind helps you set goals and make decisions that 
move things forward. You are able to focus more clearly on what is truly 
important and seek out ideas, actions or connections that grow the business, 
and your team.

FOR EXAMPLE
•	 Consistently outline how your team’s actions are helping the business reach its 

mission

•	 Remind your team they perform meaningful work

•	 Work with other leaders to encourage connections and collaboration between teams 

•	 Encourage big picture thinking within your team
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FORESIGHT

WHAT WE  
MEAN
Applying lessons from the past to 
anticipate potential consequences 
of future decisions.

WHY THIS IS 
IMPORTANT
You can never be certain the 
decision you are making in the 
moment will be  right for the future, 
but you can ensure you apply past 
lessons to avoid repeat mistakes.

Doing this creates a growth 
mindset, where you approach all 
situations able to anticipate the 
best outcome for the business and 
your team, avoid mistakes, and 
identify and address potential 
points of conflict before they arise.

“A LEADER IS BEST WHEN PEOPLE BARELY  
KNOW HE EXISTS. WHEN HIS WORK IS DONE,  
HIS AIM FULFILLED, THEY WILL SAY:  
WE DID IT OURSELVES.” LAO TZU

FOR  
EXAMPLE
•	Keep a record of past learnings 

and mistakes

•	Make plans that include the 
potential impact on team 
members

•	Seek out your teams experiences 
to inform decisions

•	Run potential decisions past 
your team to understand how it 
may affect them
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STEWARDSHIP “IF YOUR ACTIONS INSPIRE PEOPLE TO DREAM MORE, 
LEARN MORE, DO MORE, AND BECOME MORE, YOU ARE A 
LEADER.” - JOHN QUINCY ADAMS

WHAT WE MEAN
Seeing yourself as a caretaker and guide for your team.

WHY THIS IS IMPORTANT
This shift in mindset is required to truly put your team first and become a 
Servant Leader. When your focus is on championing the business’s vision and 
values over your own personal goals, you necessarily act consistently with them 
at all times. 

This act of leading by example will encourage your team to do the same, 
building respect and aligning as many people as possible behind the right 
behaviours.

FOR EXAMPLE
•	Call out behaviour that doesn’t align with our mission or values

•	Don’t ask your team to do things you wouldn’t do yourself

•	Put your hand up when things go wrong

•	Take responsibility for the actions and performance of your team
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COMMITMENT TO GROWTH.

WHAT WE  
MEAN
Taking time to understand your 
team’s professional goals and 
finding ways to help achieve them. 

WHY THIS IS 
IMPORTANT
Encouraging your team to 
continually grow demonstrates 
genuine care for them both 
professionally and personally. 

This is the embodiment of the 
Servant Leader ethos and shows 
your team you are committed to 
them as people, not just resources 
under your management.

“LEADERS INSTIL IN THEIR PEOPLE A HOPE FOR 
SUCCESS AND A BELIEF IN THEMSELVES. POSITIVE 
LEADERS EMPOWER PEOPLE TO ACCOMPLISH 
THEIR GOALS.” - UNKNOWN

FOR  
EXAMPLE
•	Be supportive of activities that 

broaden knowledge, like job 
rotation, study or group learning 

•	Offer yourself as a mentor

•	Look for opportunities for 
people to work with autonomy

•	Demonstrate a commitment to 
growing and learning yourself
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BUILDING A  
COMMUNITY
“NOTHING IMPORTANT GETS 
DONE ALONE.” - UNKNOWN

WHAT WE MEAN
Prioritising the health, strength and sense of community within 
 your team.

WHY THIS IS IMPORTANT
Research shows a strong sense of connection with either the people you work 
with, or business you are employed by, is linked to improved well-being and 
reduced burnout.

By encouraging collaboration between individuals and teams, and sharing ideas, 
successes and challenges, you can ensure every team member is engaged and 
feels part of something bigger, which drives them to perform for all the right 
reasons. 

FOR EXAMPLE
•	Encourage sharing to discover things you have in common

•	Model behaviours that make your team a safe group where people can be 
themselves  

•	Celebrate good news, like passing exams, children’s achievements, moving 
into a new home etc

•	Offer support during challenging times
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AS YOU WOULD HAVE SEEN FROM THIS GUIDE, SERVANT 
LEADERSHIP IS AS MUCH A MINDSET AS IT IS A SET OF ACTIONS.

It requires a whole-hearted embrace of the idea that your 
role as a leader goes beyond just ‘getting the job done’ 

towards supporting your people to be the best they can be, 
both now and for their future.

This is the way we believe we will be able to continue to 
provide a high level of care and service to our clients - by 
creating an environment where everyone takes our vision 

to heart and is supported in contributing to the best of 
their abilities.

We know our work as leaders and people will be ongoing 
and we look forward to continuing the journey with you.

BECOMING A Servant Leader
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