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In today’s dog-eat-dog race to the bottom
line, it seems that businesses have missed
the true target of business and misplaced
their focus to the detriment of themselves
and their customers. Let’s look at what I
mean.

Have you experienced bad or subpar
service in the last month? How about last
week or even today?

Why is customer service, for the most part,
so inconsistent and downright bad?

Well, it starts with what most companies
put at their center, what most companies
believe is their reason for existing. Ask a
business person why their company is in
business and I will bet they respond with
something like, “to make a profit” or “to
make money.” But is this why businesses
exist? Really!?

Simon Sinek, in his groundbreaking book,
Start With Why, talks about the
importance of organizations having a
meaningful purpose so that employees will
be inspired to do the work and customers
will be inspired to do business with them.
His mantra is, “People don’t buy what you
do, they buy why you do it.”

To explain his premise, he uses something
called the Golden Circle which speaks to
WHAT your business does (the product or
service you provide), HOW you do it (the
actions and behaviors you use to deliver
it), and most importantly, WHY you do it
(the reason you are going to the trouble in
the first place).

Sinek uses various companies,
organizations, and movements as
examples. For instance, Sinek talks about
Martin Luther King, Jr. He points out that
King didn’t say, “I have a 5 year plan,”
instead, he said, “I have a dream.” In other
words, King’s purpose, his ‘Why’, a dream
of a better world, was meaningful and
inspiring. This is what gave people the
courage to risk significant danger in
moving the civil rights movement forward.
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Sinek says businesses should do the same,
and indeed must do the same if they want
to reach the highest levels of success.

I agree with Sinek. Every business,
organization, movement, school, or any
group that wants to inspire a devoted
following, whether those followers are
employees, volunteers, or customers,
should have a vision, a purpose, a ‘why,’
that is meaningful. And there is a
fundamental ‘Why’ that exists for every
business, or organization … and many of
these businesses or organizations don’t
even know it. And this ‘Why’ is so simple,
you might even laugh.

Every business or organization, at the most
fundamental level, exists to simply help
people. Think about it. Every business is in
business to help people succeed at
something. If a customer wants a shirt for
example, and they go to the shirt store,
what is success for them? It’s coming out
of the store with a shirt. If they want a
desk, getting a desk would be success. If
they want a computer, you guessed it,
walking away with a computer would be
success. If you really consider this, doctors,
lawyers, teachers, car salespeople, stores,
manufacturing companies, every one of
them are in the business of trying to help
people succeed at something, and helping
people succeed is just another way of
saying SERVICE. Thus, serving others is at

the heart of business. It’s at the heart of
any organization. They all are in the
‘helping people’ business. In fact, service
is the true business of business.

And that’s not all, helping people is not
only at the heart of every enterprise, it is,
in fact, at the heart of being human, it’s
fundamental to our being.

Take a moment and imagine our
prehistoric ancestors. They lived in an
unforgiving environment with violent
predators and the constant need to search
for food and shelter. It was difficult to say
the least and humans, not being the
biggest, strongest, or fastest, were at a
disadvantage.

Humans however are endowed with a
unique gift. We have a different kind of
brain. We have a brain that allows for
reasoning, planning, and most importantly,
communicating and collaborating to solve
problems.

Using these gifts, we began to work
together. We began to fight together. We
began to live and thrive together. In
groups, we found our strength.

Thus, we have evolved as pack animals.
We need groups. We need families. We
need each other and we need to help each
other for the pack to succeed not to
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mention survive.

Simply put, service, helping others, is in
our blood.

But we have forgotten our ancient
inclinations. We have changed over time,
and this change is counter to our true
nature.

We have become very self-oriented, very
much inclined to self-preservation rather
than our primal inclination of preserving
the tribe through service to each other.

You can see it in the way people work to
get more for themselves, whether in
money or recognition, at the expense of
others. Think about the scandals in big
business plaguing recent history. Big
businesses profiting from the demise of
others, CEOs making big salaries while
laying off employees, sales of products
with defects at the expense of customers,
the list goes on and on. All of this is
counter to our true nature of cooperation,
helping others - SERVICE!

Businesses have fallen victim to all of this
as well; they have lost sight of why they
truly exist, to help people succeed. They

have made making the numbers the goal.
They’ve made dollars and cents more
important than the tribe, more important
than our primal inclination to the success
of the pack.

Their ‘why’ heads off in the direction of
making a profit while their actions fly off to
other pursuits like sales, efficiencies or
insincere attempts at service excellence.
All the while their products are shopped by
a public resigned to business as usual. The
messages are out of alignment and the
true mission of service is forgotten as silos
work towards their own ends and
customers know it. They are confused,
suspicious, and angry, and this confusion
makes doing business a huge struggle.
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So what is the solution? What do we do to
get back on track? How can we make
business easier and more successful for
both the business and the customer?

The answer lies in alignment or
congruence. It is refocusing on the
fundamental ‘why’ of helping people and
then aligning actions and behaviors so that
products and services are sold that actually
make customers successful.

It sounds so easy but it requires a change
in thinking, a change in behaviors, a change
in focus.

So how do we do it?

We must begin this quest for wellness by
working from the inside out. We must
make a culture shift where helping others
is in people’s hearts and minds as a
habitual part of the way things are done.
This requires a foundation where
leadership and management demonstrate
the expected service focus by helping
employees to succeed.

This is not some superficial display of soft
skills where everyone is adept at smiling
and shaking hands, instead, it is about
leaders and managers rolling up their
sleeves and removing obstacles to
performance. It is giving employees the
tools they need to serve customers, tools
to make decisions in favor of customer
success instead of policies which strap
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them to delivering messages incongruent
to helping people succeed.

Yes, I am suggesting giving employees the
power to be flexible and make decisions
themselves. Now I know some rules and
policies must exist to maintain society and
business, but some rules are situational.
For example, what if your child were
walking home from school and they
happened across a friend who has been
injured in a bike accident. You have given
your child a strict rule to not stop on their
way home for any reason. They, however,
decide to override your rule and help their
friend get home. Do you punish them?

Our job as parents and managers is to help
our children and employees use good
judgment. We are called to empower
them to do things that make sense in the
given situation while still protecting them
and others from danger. Instead, many
times we shackle people to rigid structures
that inhibit the ability to think and use
good judgment. This is crippling and in
opposition to our natural inclinations to
enable the pack to succeed and thrive.

If you want your business to really help
people, it starts from the inside, it starts

with a culture of managers and employees
serving each other at all levels.

Once the culture is thinking service at all
levels, the culture begins rowing together
to just be helpful in general. Leaders and
managers begin to help employees by
coaching them. Sales people begin to
consult with customers to help them
achieve goals instead of pushing them to
buy products, and front line employees
begin to volunteer their best efforts to
serve customers consistently. The drive
becomes making everyone touched
successful. Now we have an organization
moving together for one purpose, to help
others, whether it’s fellow teammates or
end-user customers. It means an end to
silos and individuals working for
themselves. With this ‘helping people’
mindset, we maximize our true human
inclination to fight danger and win because
we are truly working together for each
other rather than alone for only ourselves.

Of course, the benefits of this internal
wellness are many. You have an engaged
organization with happier customers
seeing more success which means they
come back again and again…and they tell
others to do the same. Thus, customers
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complete the ‘helping’ chain by helping the business succeed in reaching their financial and
growth goals.

It all seems so simple but yet so hard for so many business people to get behind. Old habits
die hard. They ask, “Can I really stop obsessively focusing on the bottom line and instead
start focusing on truly helping the person next to me? Is it that simple?” I say yes, it is that
simple. Silos and ‘me, me, me’ thinking have proven over and over to only cause more
problems and frustration.

Change the focus of your culture. Help your employees succeed and they will want to help
customers succeed, and when customers succeed, they bring success to the business.

This is the target. Helping people succeed …together.
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