
 

Invest in your people!

Many companies invest heavily in building their brand, but too often they seem to neglect investing time and effort in the
very people who at the end of the day are the window to the company - its staff.

It's ironic that those who invariably expect service of superlative quality are often the ones who don't invest in their
organisation's employees to make sure that the promise of their own brand is delivered. What do I mean? Those of the C-
suite, the business elite, have the means to frequent places where they expect to be treated with attitudes and behaviours
which make them feel they are getting value for their money: it makes them feel good about themselves. These same people
probably don't even know whether their employees are being properly informed and trained to deliver their own
organisation's brand promise. Don't they see the anomaly?

In the past couple of weeks it has struck me yet again just how much money is being 'invested' in 'building brands' via
marketing campaigns. And yes, marketing is an absolute necessity to get the brand 'out there' and create awareness of
what they're offering - but do the 'investors' consider for one minute that this investment is also creating an expectation -
and can they meet it? What is being 'invested' in the employee's competence and ability to deliver on that expectation?

By and large, it has been my experience that the funding for this totally indispensable element is sorely lacking. Theory is
one thing - but in practice, in their interaction with the customer, your employees are the brand! And here's a staggering
statistic - 68% of customers abandon a brand because of the attitude of the employee they interact with.

Keep staff informed

There's no question: your employees are key to building your brand, so investing in them, continuously informing them
about what they need to do to deliver your brand promise, making them understand how they fit into achieving the
corporate vision, training them, ensuring that they demonstrate the correct attitudes and behaviours - all these are vital, as
well as rewarding them for performance, so that they too have a genuine stake in your success and a tangible reason to
care.
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Make effective use of your middle management; they are your representatives, and the stewards of your brand. They are
critical to keeping customer-facing staff informed and have a huge influence on the attitudes of those at the front line.
Attitudes of staff are formed by the experiences they have at work and the attitudes they display to the customer.

If greater investment is made in defining what actions need to take place in order to deliver the brand promise and by
communicating that information to front line staff, organisations will meet the expectations they create, build trust in their
brand and in doing so build their business. So put your money where it can really make a difference!
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