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Welcome
Welcome to the July issue of "Achieving Excellence" which is inspired by clients and
friends of Seventeen Gorman Advisors. We enjoy new ways of thinking and new
ways of helping you achieve your goals.
Seventeen Gorman Advisors is a consulting practice focused on improving
individual and organizational performance through skill building programs and
developmental services.
Our approach to problem solving and issue resolution involves client participation at all
points in the process. Above all, we listen to our clients to understand their needs and
goals so that the solution we develop together - as true partners - provides a

sustainable business advantage.
Best Regards,
Jeffrey C. Leventry
Principal

In Your Quest for Excellence
"Most good relationships are built on mutual trust and respect." - Mona Sutphen

The Value of Organizational Trust

Over the past few years, Wells Fargo has taken a series of steps to address improper
sales practices - with a focus on instituting critical changes to rebuild the trust of
customers, team members, community partners, and shareholders.
Among other things, they have made changes to their leadership structure and
personnel, refunded customers millions of dollars for improper fees, eliminated
product sales incentives for retail bankers, and revamped their risk management and
compliance approach. In addition, their latest advertising campaign (called "ReEstablished") features examples of how they are remaking the company to regain the
trust that had been lost due to prior sales practices.
This situation reinforced my appreciation for the value of instilling trust in business
relationships and practices.
Loyalty versus Trust
Loyalty can be defined as faithfulness or devotion to someone or something. Loyalty to spouse, family, friends and business associates - pervades our existence and is
generally viewed as a virtue. Companies also inspire and sustain brand loyalty by
creating loyalty programs to reward customers who make repeat purchases and who
remain faithful to a particular brand.
Closely associated with the concept of loyalty is trust. Trust can be defined as a firm
belief in the reliability, truth, ability, or strength of someone or something. In fact, trust
forms the basis of loyalty. Trusting others in business is vitally important and is the
foundation of most successful relationships, especially those that produce positive
results.
While loyalty is important in today's business environment, I would argue that trust is
more important in developing relationships that count most in organizations, and which
lead to business success.

How can you build trust (and enhance loyalty)?
Assuming that trust is important in valued business relationships, the challenge is how
to build trust in an honest and genuine fashion so that it becomes part of your culture
and forms the bedrock of success.
There are many ways to build trust, but in my experience, the ones that are most
important include the following:
Be honest and forthright in your business interactions. Integrity in your conduct
exemplifies what you expect from others in return.
Be consistent between your words and actions. This congruency supports
genuineness and authenticity, and reflects positively on your values.
Show people that you care about them and their interests. Having empathy
demonstrates that you understand and share another person's experiences,
perspectives and feelings. This helps to build deeper, more connected
relationships.
Admit your mistakes in an open and honest manner and be willing to apologize.
This is part of taking responsibility for your actions - regardless of how painful or
costly this may be.
Value long-term relationships more than short-term success. This
demonstrates commitment to lasting partnerships that yield mutual benefit.
What are the benefits of achieving trust in an organization?
The benefits of building trust in any organization are significant and typically longlasting.
In my experience, some of the key benefits resulting from establishing organizational
trust include the following:
It improves morale and supports improved employee engagement. This in turn
enables people to use their knowledge, skills and abilities to achieve individual
and organizational goals.
It enhances employee productivity so that workers are more efficient and
effective in their roles at the firm. Improved performance normally has a direct
impact on the firm's bottom line.
It increases loyalty to the organization so that employees are more likely to stay
with a company rather than leave. This helps reduce employee turnover, which
is a costly proposition.
It builds teamwork and collaboration among employees. Often, this results in
enhanced innovation and creativity that speeds the path to better ideas and
business solutions.
It overcomes resistance to change throughout the organization. Given today's
dynamic marketplace and the advent of global competition, an organization's
ability to adapt and change is paramount to its viability and sustainability.
In conclusion, while loyalty has its place (and is certainly expected in most
organizations today), it can only be built on a foundation of trust. Trust is what counts
most in order to achieve both short-term and long-term success in any business
enterprise.
If you are having difficulty building trust at your firm, please contact us so we may
partner with you to determine the best approach (including a Plan of Action) for
creating organizational trust.

What is the Role of Loyalty in Today's Organizations?

In my feature article, I discussed the role of loyalty and trust in today's organizations
and concluded that trust counts most in any organization that desires success in an
ever-changing, competitive business environment. This is not to suggest that loyalty
has no place in the firm. In fact, loyalty is critical to most firms' success and plays an
important role in long-term sustainability.
Loyalty to a firm's mission, vision and values is where most successful firms excel to
create sustained value. An organization's mission is the overriding reason it exists to
provide customers with goods or services they value. A vision statement is a picture of
your company in the future and serves as the framework for strategic planning efforts.
It also describes what you are trying to build and serves as the cornerstone for your
future actions. Corporate values are operating philosophies or principles that guide an
organization's internal conduct as well as its relationship with its customers, partners,
and shareholders. Over time, the values help define the corporate culture which is
passed down from existing employees to new employees.
In the book "Built to Last - Successful Habits of Visionary Companies", James Collins
and Jerry Poras suggest that core values and purpose should be preserved since they
are the bedrock of a great company. In other words, loyalty to mission, vision and
values is critical to sustained performance. However, corporate strategies and
operating practices may need to change to adapt to changing market conditions. For
example, Johnson and Johnson used this approach to challenge its entire
organizational structure and revamp its processes while preserving the core ideals
embodied in its Credo - the values that guide their decision-making.
More recently, GE is transforming itself into the world's leading digital industrial
company - bridging physical and analytical worlds - by reducing its size and focusing
on its power, aviation and renewable-energy businesses while maintaining its core
values.
Service organizations also value loyalty to their mission and vision in order to sustain
success over time. For example, the March of Dimes has existed since 1938 and
works to improve the health of mothers and babies by preventing birth defects,
premature birth, and infant mortality with great success. In addition, The Muscular
Dystrophy Association (MDA) is an American organization formed in 1950, which
combats muscular dystrophy and diseases of the nervous system in general by
funding research, providing medical and community services, and educating health
professionals and the general public. Both organizations exhibit allegiance to their
core values on an ongoing basis to make a significant difference in the lives of millions
of Americans.
In conclusion, the concept of loyalty has an important role in all organizations today,
whether large or small. The challenge is to maintain loyalty to mission, vision and
values while staying relevant and adapting to changing market conditions.
What will you do to stay loyal to your firm's values and make a positive difference?

Our offerings include the following:
Developmental Services

Skill Building Programs

Coaching
Management / Leadership Development
Meeting Facilitation
Mentoring
Team Building

Influencing Skills
Presentation Skills
Project Management Skills
Decision Making

Seventeen Gorman Advisors looks forward to collaborating with you.
Please contact us or visit our website:
(215) 369-1516 | jeff@17gormanadvisors.com | seventeengormanadvisors.com
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