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Purpose.  Every recurring decision should have an identified owner. Decision rights define who may decide, the limits of that authority, the information required, and the conditions that require escalation — placing routine decisions at the lowest level capable of a professional call, while preserving owner involvement where strategic, legal, financial, or relationship judgment is genuinely required.

	PART 1 — PERMISSION VS AUTHORITY


	
	Permission
	Authority

	Posture
	Reactive
	Proactive

	Depends on
	Availability
	Preparation

	Effect on work
	Delays work
	Enables work

	Scope
	Solves one request
	Defines a repeatable boundary

	Long-term effect
	Preserves dependence
	Develops judgment



	LEADERSHIP MULTIPLIER
Every decision permanently retained by the owner is a leadership opportunity permanently unavailable to someone else.



	PART 2 — DECISION RIGHTS MATRIX


	Decision
	Primary owner
	Authority boundary
	Escalate when

	Replace damaged linens
	Crew leader
	Within approved replacement policy
	Cost exceeds limit or pattern suggests misuse

	Approve additional cleaning time
	Operations manager
	Within service-recovery allowance
	Client dispute or contract impact

	Reassign crews
	Operations manager
	Within region and shift
	Safety risk or regional capacity failure

	Modify inspection standard
	Quality leader
	Clarification only
	Brand standard or contractual change

	Issue client credit
	Client services leader
	Within approved financial limit
	Amount exceeds authority or legal concern

	Remove employee from property
	Crew leader
	Immediate safety or conduct concern
	Formal discipline or termination decision



	ACCOUNTABILITY = OWNERSHIP + AUTHORITY
Accountability without authority creates frustration; authority without accountability creates inconsistency. Assign both together — clear ownership of an outcome plus the authority, information, and resources to achieve it.



	PART 3 — YOUR DECISION RIGHTS (FILL IN)


	Decision
	Primary owner
	Authority boundary
	Escalate when
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Worked for Summit Cleaning Solutions — the decision rights Emily set so a hundred-property Saturday does not route through her phone.

	PART 1 — PERMISSION VS AUTHORITY


	
	Permission
	Authority

	Posture
	Reactive
	Proactive

	Depends on
	Availability
	Preparation

	Effect on work
	Delays work
	Enables work

	Scope
	Solves one request
	Defines a repeatable boundary

	Long-term effect
	Preserves dependence
	Develops judgment



	LEADERSHIP MULTIPLIER
Every decision permanently retained by the owner is a leadership opportunity permanently unavailable to someone else.



	PART 2 — DECISION RIGHTS MATRIX


	Decision
	Primary owner
	Authority boundary
	Escalate when

	Replace damaged linens
	Crew leader
	Within approved replacement policy
	Cost exceeds limit or pattern suggests misuse

	Approve additional cleaning time
	Operations manager
	Within service-recovery allowance
	Client dispute or contract impact

	Reassign crews
	Operations manager
	Within region and shift
	Safety risk or regional capacity failure

	Modify inspection standard
	Quality leader
	Clarification only
	Brand standard or contractual change

	Issue client credit
	Client services leader
	Within approved financial limit
	Amount exceeds authority or legal concern

	Remove employee from property
	Crew leader
	Immediate safety or conduct concern
	Formal discipline or termination decision



	ACCOUNTABILITY = OWNERSHIP + AUTHORITY
Accountability without authority creates frustration; authority without accountability creates inconsistency. Assign both together — clear ownership of an outcome plus the authority, information, and resources to achieve it.



	PART 3 — YOUR DECISION RIGHTS (FILL IN)


	Decision
	Primary owner
	Authority boundary
	Escalate when
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