
N E A L  W O O D S O N



The fundamental purpose of business is to help people. That’s a strong 

statement that many might disagree with, and even though there may be so 

many other things that come to mind as the true purpose of business, think 

about it, aren’t all businesses and organizations really here, at the most 

fundamental level, to help others? Whether it’s because people don’t know how 

to do something, can’t do something, need access to things, or just have 

desires, businesses exist to help them achieve what it is they want to achieve. 

Thus, all business is in the service business, the helping-people business. 

Unfortunately, many businesses are not aware of this, many think their purpose 

is making money, profit, or building shareholder value.

HELPING PEOPLE IS THE
BUSINESS OF BUSINESS 



The thing is though that money is only a by-product, an outcome, of 

helping people and not the purpose.  Money is a reward, and the better 

you are at your purpose, being helpful, the more reward you get, 

consistently. Think of it this way, help people and make them successful, 

you become valuable. The more valuable you are, the more people will be 

willing to pay for what you do. Become so valuable that you are the first 

choice and people will pay at a premium.

You are really valuable to 
me and I don’t want 

anybody else.



This means being good at helping people, service, is critical to business 

success, and to get really good at it, the organization must have a culture of 

helping that starts from the inside and works its way from management to 

team members outward to customers.  As management and leadership guru 

Tom Peters says, “You take care of the people. The people take care of the 

service. The service takes care of the customer. The customer takes care of 

the profit.”
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A huge problem though is that most organizations suffer from an infection of 

silo mentalities and politics where team members and even departments are 

out for themselves with their own goals and agendas. And if these internal 

battles don’t do enough damage inside the organization, there’s the collateral 

damage outside to the unwitting customer.  When so many other things are a 

priority, it is hard for the customer to compete. 
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Thus, the first step to service focus is to begin erasing selfish mentalities and 

get everyone working in unison, and once everyone is unified around a 

common purpose, a service-focused purpose, the entire organization becomes 

a finely tuned team.  Everyone is in sync and rowing together. There is more 

speed and more strength so the customer wins as does the business.  With 

everyone moving together to help the person next to them, the customer 

cannot lose, they are simply the final link in the chain where everyone is being 

supported to succeed.
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Moving an organization from self-focus (our goals are the priority) to 

service-focus (your goals are our priority) is less a revolution and more a 

transformation, and this transformation starts with individuals influencing 

others in the organization by practicing helpful behaviors. 

But what are these behaviors? Well, there are many possibilities but what 

follows are five practices that, based on a little science, are fundamental 

to opening doors to smoother interactions and better relationships. By 

making habits of these service-focused actions, you will be taking the 

first, key steps in leading the transformation of your organization.

D O  W E  

M A K E  I T  

H A P P E N ?



PRACTICES
for maintaining a service-focused mindset 

and opening doors to better interactions and 

relationships.



Being of service to others requires relationships to 

be built and that requires good communication 

that is not threatening. In his groundbreaking 

neuro-leadership research, Dr. David Rock has 

observed five key domains that, when opposed, 

trigger a threat response in the fight-or-flight 

center of our brain, and when accommodated, 

trigger a safe response. Threat responses tend to 

close doors on relationships while safe responses 

tend to open doors. These five domains, known 

by the acronym SCARF, are:

Status: we want to feel important, that we matter 

Certainty: we want to know what’s going to happen

Autonomy: we like to have some control and input

Relatedness: we like to feel that we belong and are not outsiders

Fairness: we want to be treated fairly and have our needs considered

The following Five Practices are easy-to-remember, actionable steps that not 

only demonstrate a service-focused mindset but also accommodate the SCARF 

factors in order to open doors to better interactions and, ultimately, better 

relationships.



1. CHOOSE
…to be helpful.



Fairness is fundamental to trust and trust is 

fundamental to serving others. When 

people know you have their best interests at 

heart, they sense that your intentions are 

fair and are much more inclined to trust you 

and accept your thoughts, ideas, and 

overall help. By regularly making a 

commitment to be helpful, you train a 

mindset that is focused on others. With this 

mindset, your approach throughout 

interactions will demonstrate 

accommodation and consideration, two 

keys to communicating your fair intentions.

TIP: Post reminders for yourself that prompt you to continually ask 

yourself, “How can I be more helpful?” The idea is to train a helpful 

frame of mind. You can also ask this of others as you interact. 

Commit to their success. Help remove obstacles where you can. 



2. WELCOME
…and be friendly.



Human beings are not the fastest or strongest so we 

need each other to survive. Thus, we’ve evolved a 

natural desire to be included and to belong, and when 

we feel even nominally that we are not welcome, 

anxiety increases.

Additionally, we are even more comfortable when we 

believe we are regarded with a level of recognition 

and esteem. Put simply, we like to feel some sense 

of importance; we like to be recognized as individuals 

who make some significant contribution. 

TIP: When interacting, make it clear you are happy people are here by 

smiling and warmly greeting them.  Gauge your continued interaction on 

their initial response.  For example, if they respond with a positive, talkative 

tone, be more vocal, but if their response is more reserved, continue in a 

more subdued way.

Personalize the experience by using people’s names whenever possible and 

appropriate, and extend basic courtesy, respect, and appreciation to further 

provide people the feeling of inclusion they crave.



3. ASK
…for opinions and ideas.



When people feel some sense of control, 

anxiety decreases. This means having 

choices, some input in decision-making, 

and the ability to contribute thoughts and 

ideas.

TIP: Ask for opinions and ideas, give 

people choices whenever you can, 

and always encourage their input.



4. LISTEN
…with full attention.



We all have a need to be recognized, to 

feel important and believe that we matter, 

and there is no easier way to give people 

this gift than to listen to them. Listening 

helps us to understand different kinds of 

opinions and ideas, and most importantly, 

lets people know that they are appreciated 

and relevant.

TIP: Be sure to remove distractions 

and give people your undivided 

attention. Allow people the chance to 

tell about themselves. Set your mind

to learning something new from everyone you speak with. Listen to 

understand the other person, not to come up with a reply. The goal 

is to learn and get the perspective of others, not to prove yourself, 

be wittier, show off, or win anything. Finally, don't interrupt. Give 

people the space and time to express themselves, this is the real 

sign that the other person is important and worthy which is a key 

message in listening. 



5. EXPLAIN
…what, how, and why.



We like to know what’s coming and do not 

like walking down blind alleys in the 

dark. When we know what’s going to 

happen, even if it’s not good, we feel more 

comfortable than being uninformed.

TIP:  Keep customers and fellow 

employees in the loop. Let them know 

what to expect or where things are in 

the process. Tell them about products 

and any pros and cons; let them know 

all of the steps in a process, where 

things are in problem resolution, 

anything to look out for, etc.



In conclusion…



The business of business is first and foremost about helping people 

achieve objectives. Companies aren't here to simply sell products and 

services to customers, and they’re not here just to profit, they are here, 

fundamentally, to provide valuable products and services that help 

customers find success. And when businesses have that as their focus, 

they work as a genuine team where each member helps the other 

members perform at their best to best help customers. You see, it’s 

clear, business is all about being helpful and to do that well requires a 

commitment to being helpful from A to Z, top to bottom, and beginning 

to end throughout the organization.

Unfortunately though, this truth is not widely a priority, and because of 

that, so many organizations are riddled with self-focused, selfish 

behaviors which impact everyone in the organization, and, unfortunately 

for them, customers too. And while a revolution might be needed, it isn’t 

practical. Thus, we need a transformation, a transformation that begins 

with a movement of individuals behaving with a service focus, a 

movement where people choose to be helpful, welcome others, ask 

questions, listen, and explain things clearly. This is the prescription for 

getting a handle on the business of business.
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