


healthcare division. As part of that role, I needed to know a lot about our capabilities, via our 
technology and innovation groups and through our manufacturing facilities. When a customer 
came to me with a certain need, I knew where to find the solution, even though I was not the 
subject matter expert; I knew who played what well, so to speak. However, I longed for deeper 
customer relationships, so I sought out new positions in the BU. This was possible by my 
understanding that there are plenty of instruments to be played in Jabil. Further, I never 
encountered a manager who was not 



customers that we understand their markets and can produce solutions beyond even what they 
ask of us. It proves that we are not a single-player band, but that we understand and adopt a 
systemic process to approaching our market and those of our customers. 

4. Be flexible and adaptive 

 The last way that we can use the metaphor of symphony to create better outcomes at Jabil is 
to promote our existing beliefs. There are key elements of Jabil’s leadership behaviors that 
support system-level thinking, including courageously decisive and continuous agility. Both of 
these strategic leadership behaviors demand our leaders to handle change and uncertainty well 
and then adapt to a new way of business, when needed. The expectation of our leaders already is 
not that they would be static in their approach to customers or challenges, and this is further 
reinforced when we picture our work as a symphony. Though I’m not a musician or a stager 
performer, I know that they key to a good performance when faced with an obstacle is to 
improvise. As Pink puts it in To Sell is Human, we need to cultivate a practice of saying yes. 
That doesn’t mean that we don’t create hard boundaries, for example with the excellent quality 
of our products, but we do learn to say yes to the customer or challenge and then ask ourselves, 
what next? This process of “yes, and” keeps us buoyant when business it tough. And business is 
tough, and only getting tougher due to higher expectations driven by technology, connectivity, 
and information parity. 

5. Sell more tickets 

 All of these ideas help make us better leaders in our businesses, but our passion is also to 
meet the expectations of our organization. In order to succeed for our people and our customers, 
we also have to succeed for our shareholders and help it deliver the promises it makes to those 
who invest in us. Thankfully, each of the previous ideals enable excellence, and through 
excellence, we produce work that people want to participate in! When’s the last time you went to 
a symphony where the person who went before you said it was awful? (OK, when’s the last time 
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