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Introspective | FOLLOW THE LEADER

Follow the Leader
Examining organizational culture

BY ARIC H. MORRISON

A satisfactory and happy customer experience does not occur by chance, rather ‘it’ is the result of
a positive organizational culture. Aric Morrison explores what it takes to offer ‘it’ while sipping on
coffee that is conspicuously not up to par.

y hands are gripped tightly
around a cup of very bland
tasting dark roast coffee.
Ten ounces of simple liquid-comfort
sought, while patiently waiting for the
newest automobile charges to make
their way from the service department
out-back, to where I had am currently
sitting. I already know what I am in for,
even before the bill arrives. An hour
will pass and I shall sit here patiently
with my drink and reflect. A typical
series of events acted out annually at
this time of year that will accomplish
barely more than lightening my wallet
at bit, while then shortly thereafter
enabling me the privilege of driving
my vehicle for yet another year, safely.

M

It’s funny, because though I only come
to this establishment a few times a
year I always seem to recognize the
28

“

There is still
much truth in
the old adage
‘Treat people the
same way you
would want to
be treated.’

“

same faces that provide great service
to me. They wouldn’t know me from
the next person that crosses the
threshold, but somehow they still are
able to make me feel as though I am
the most important person in the

building at that moment. In fact, I can
definitely make the claim that the
same young redheaded ‘guy’ with the
goatee is the same person that waited
on me last year. Today, I returned to
the same car dealership again after
twelve months, so by definition I must
be a satisfied customer. The friendly
redheaded guy with the goatee is still
here as well… so by definition he must
be a happy employee.
It’s early morning. This guy seems to be
in a great mood even for a Monday.
Everyone around him waiting on customers seems to be equally friendly,
social and productive on this day. There
is clearly something unique going on
here…How can it possibly be that
everyone working around seems to be
in the same good-spirited mood… at
work, and on a Monday, no less?
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On the wall to my left is a conspicuous
sign hanging at eye level. It reads: ‘It’s
a beautiful thing when a career and a
passion come together.’ Next to it is a
picture of the founder of the business
hanging prominently. I have been in
business for my entire professional
career and also know when an organization has the ‘it’ factor. This place has
it—whatever ‘it’ is—and I can only
surmise that he is the reason.
The ‘it’ factor is that special something
that permeates an organization
quicker than water-cooler gossip, and
quite deliberately becomes methodically transformative. It’s not a business
strategy, a strategic alignment, a marketing campaign or even a financially
calculated repositioning for the
business. The ‘it’ factor is more
commonly know as Organizational
Culture. It is the lifeblood that
courses through its professional
veins, positive or negative.

“

clearly articulate its composition without much hesitation. Positive organizational culture affords employees a
chance to exercise their independent
spirit in the workplace while also preserving the unique qualities of that
business, those that make it desirable
to be a part of. If not modified, a negative organizational culture may quickly
destroy the business itself. And that
culture, good or bad, is a direct reflection of ownership and management.
Typically, recruiting and retaining
quality staff can positively be attributed to the culture that permeates an
organization. There is most assuredly
a correlation between a successful
business, its cultural environment, and
its employees.
Entities that offer a positive workplace
experience are distinguished by all the
things they do to keep staff highly
functional and happy. Other, more
dysfunctional ones are currently

There is most assuredly a correlation
between a successful business, its cultural
environment, and its employees.
It, is really nothing more than an
organization’s true identity—behind
the smoke and mirrors that its customer base can already see. It is an
invisible mystique, if you will, what
goes on behind the ‘curtain’ that that
same customer is not meant to see. It
is the belief system within, well
crafted by ownership and leaders,
that will guide and construct the
everyday behaviors of its employees.
Simply put, the culture within a
business is the true engine that motivates or demotivates it employees,
while also driving productivity either
up or down.
It exists in every business. The successful ones realize this and through their
actions work to reinforce its foundational pillars. It is so powerful, that all
employees at any level, if asked, can
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making the news for all the things they
don’t. Their issues are all about the
things they are not doing in the workplace to protect their people,
and their failure to reinforce good
behaviors. Of course, these are many
of the same businesses who happen
to be experiencing tremendous legal
and public opinion troubles as a result.
It certainly doesn’t take an outsider to
be able to deduce when a representative or employee of a business isn’t
happy working there, though sometimes it helps. Trust me though, most
of those unhappy people won’t keep
working in a place for long. One of
the quickest ways to keep the revolving door spinning is to turn a blind
eye to the reality that your business
might not be as emotionally healthy
as you think. With the unemployment

rate being so low, how can any business afford to have job vacancies for
long periods of time? And more
importantly… how are they going to
attract new help if their existing staff
doesn’t feel appreciated or cared for?
And of course, there are many websites, forums, and social media outlets where anyone can read firsthand
from previous employees about the
treatment of a firm’s staff. The age of
transparency is upon us all and it’s
completely changing the game.
At my automechanics, it cost me
$900 to observe, reflect and conclude. There are two things that I am
certain of at this point. The first is that
I will again come back next year, and
not because my free cup of coffee
was so satisfying or because I like to
spend huge amounts of money
on my car.
The second is the certainty that the
same redheaded guy with the goatee
that just swiped my debit card will
also still be working there twelve
months from now to do it all over
again with me. The leadership of the
company through their actions
behind the scenes has assured both
those things. They not only care
about my red-headed friend, they
care about everyone who works
there. All their employees are happy.
There is still much truth in the old
adage ‘Treat people the same
way you would want to be treated.’
Interestingly, the leadership of
businesses who get ‘it’, also tend to
embrace holiday events, birthdays,
employee recognition and company
picnics. We humans are a simple
species but maybe those ‘silly’ things
matter more than many business
owners realize.
I return to the dealership simply
because, as a customer, I appreciate
being waited on by an employee who
created the experience the way it was
designed to be, a positive reflection
of everyone who had been working
there that day. The man on the wall
would be very pleased.
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