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Question: 
 

How can I serve from the heart?  
 

Answer: 
 

Whether youôre serving employees as a leader or manager, or whether 
youôre serving customers, you always have choices. One of the models 

I love to use in my work is what I call the ñhuman business model.ò It 
says that in every interaction we have, there are two levels.  

 
There is the business level of meeting whatever that personôs external 

objectives are. But thereôs also the human level, which is all about how 

they feel in that interaction.  
 

If you think about those levels, which level are you and all of your 
employees really well trained on? Everybody says ñthe business.ò But 

what most of you have had is very little training in the human level.  
 

If you think about what creates loyaltyðemployee loyalty as well as 
customer loyaltyðitôs always the human level, how people are treated, 

whether itôs in the workplace or whether theyôre serving a customer.  
 

So as you think about this human business model, serving from the 
heart says, ñI see you not just as a customer whoôs spending money,ò 

or, ñnot just as an employee who works here, but I see you as a living, 
breathing human being, and a human being with a story.ò  

 

We have so many lonely, hurting people in this world. Whether itôs 
internally in our organization, or externallyðthe people that we 



 

 

serveðwhen we can connect with them and say, ñI see you as a 

human being,ò that is really serving from the heart. 
 

I love the Chinese symbol for listening. On the one side you see 
listening with your ear ðthe intellect, the business side. But on the 

other sideðthere are four symbolsðthereôs the symbol of listening 
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 I would ask you today, whether youôre serving employees as a 

leader or manager or whether youôre serving customers out there, 
ñAre you listening with your heart?ò 
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