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2.2 million bags of peanuts with what we pay for one 
day of health care. The plane fact: health care costs are 
attacking Southwest.” That same year they changed 
their policy to trust their Employee’s word when he or 
she took sick days rather than requiring a doctor’s note. 
This simple decision has saved huge amounts of money 
each year since.

On Valentine’s Day 2007, Southwest celebrated their 
16th annual Heroes of the Heart event. Yet another in-
novation from the Culture Committee, this is a time 
each year when a group of unsung heroes, those who 
work hard behind the scenes, are surprised and hon-
ored as the Heroes of our Heart. This year, the Internal 
Customer Care Department was chosen, a group of 
seven women who make sure that every special event 
in the lives of 32,000 Employees is appropriately hon-
ored and recognized. Among other things, this group 
has sent special care packages to all those in the mili-
tary serving our country abroad. The Customer Care 
Department name flies on a special SWA plane for one 
year in the group’s honor.

This year Herb Kelleher made a surprise tribute naming 
Colleen Heroine of the Heart, with her special insignia 
painted on a Southwest Airlines jet to fly in her honor 
for a year. The tribute reads:

Over the years many skeptics have doubted that South-
west Airlines could keep such a warm, big-hearted, per-
sonal culture alive while the Company blossomed like a 
Texas bluebonnet in springtime, doubling in size again 
and again. But Colleen and Herb teamed with every-
one to make every challenge an opportunity for a new 
creative solution. Not long after the Culture Committee 
began, the members expanded this idea to each loca-
tion and started 63 local Culture Committees built on 
the same concepts. So now there is a vibrant network 
teaming to keep work fun, identify and solve emerging 
problems, ask for help, offer support, and keep alive that 
unmatched spirit that sets Southwest Airlines apart.

Servant leadership is about developing and encourag-
ing others to lead. Colleen Barrett has an enormous 
task to keep a Company of 32,000 Employees moti-
vated and 96.4 million Customers happy. How does  
she do it? She grows, inspires, and supports others  
to become the Warrior Spirit, lead with a Servant’s 
Heart, and do all of this with a Fun-LUVing Attitude. 
That’s servant leadership in action. That’s the Spirit of 
Southwest! n
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