iQuestions Faculty, Barbara Glanz

Question:

How can | serve from the heart?

Answer:

Whet her youbre serving employees as a | eader
youbre serving customers, you always have c¢h
I love tousein myworkiswhat | call the Ahuman busi nes:s

says that in every interaction we have, there are two levels.

There is the business |l evel of meeting whate
objectives are. But thereds also the human |
they feel in that interaction.

If you think about those levels, which level are you and all of your
empl oyees really well trained on? Everybody
what most of you have had is very little training in the human level.

If you think about what creates loyaltyd employee loyalty as well as
customer loyaltyd i t 6s al ways the human | evel, how p:
whet her ités in the workplace or whether the

So as you think about this human business model, serving from the

heart says, fil see you not just as a cust ome
or, Anot just as an employee who works here,
breathing human being, and a human being wit
We have so many lonely, hurting people in this world. Wheth er it 0s

internally in our organization, or externallyd the people that we



servedwhen we can connect with them and say, 0
human being, o0 that is really serving from th

I love the Chinese symbol for listening. On the one side you see

listening with your ear  d the intellect, the business side. But on the

other sided there are four symbolsdt her eds t heliseyngbol of
with your undivided attention ; listening with your full personhood ;

listening with your eyes for body language . The cornerstone, however,

for the Chinese symbol for listening is the heart .

So | would ask you today, whether youbre ser
|l eader or manager or whether youdre serving
AAre you |listening with your heart 2?0
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