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Behaviour drives people—people drive business! It is the behaviour of
everyone in your company that forms your reputation; and your reputation is
your brand. Let’s face it your brand is no longer what you tell your customers
or clients it is. It is in fact what your customers or clients tell each other it is!
This is an informative eGuide, brought to you by the Doug Constable Group, 2021.

S1: Your Brand is Your Reputation

S2: No Excuses

S3: YOU

S4: If YOU Break it Nobody will Buy

YOUR BRAND IS YOUR

It’s already more than halfway through 2021! Predictably, 2021 has been another interesting and challenging year,
with COVID-19 our new ‘normal’.
How many of you would agree that it is your customers who your drive your business, and that it’s the behaviour of
everyone in your business that forms your reputation? With COVID-19 the new norm, there can be no argument that
your brand is no longer what you tell your customers or clients it is! In fact, your brand is now exactly what your
customers or clients tell each other!
In this eGuide, my focus is behavioural patterns in business: It’s a timely reminder of the impact that bad behaviour
has on you and your business as a whole! It could be argued that bad behaviour has become part of the norm
among SMEs. Most people like to think of themselves as polite and well mannered, but along with unprecedently
high stress levels, largely due to the impact of COVID-19 on business, bad behaviour has become increasingly
common. We all seem to be juggling multiple stressors, including illness, job loss, homeschooling kids, isolation,
personal debt, business debt, and many other challenges.
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If we think back to the first quarter of 2020, it was quickly apparent that COVID-19 was here to stay for the foreseeable future.
Predictably, many people started thinking in terms of duration, pathway, and outcome: How long is this thing going to last (duration)?
Where are we going (pathway)? What will the future look like/feel like(outcome)?
This type of thinking can and often does lead to frustration, which if left unchecked, can manifest as aggression. It doesn’t matter
who perpetrates this bad behavior: it is disastrous for businesses across the board! Bad behaviour among SMEs has become a
global trend, and we have already witnessed how customer dissatisfaction in real-time can lead to mass boycotts, which is
devastating for businesses. This trend has become pervasive since the onset of COVID-19 because customers have been forced
online to conduct their business. Although building their online presence on social media has tremendous advantages for
businesses, among the major risks is that when businesses get things wrong, customers talk to each other, sharing their
experiences; this can create a domino effect, whereby increasing numbers of customers are dissatisfied. In severe cases, this
shared discontent among dissatisfied customers can cause a mass boycott, literally breaking a business overnight. On the flipside,
businesses now have an unprecedented opportunity to interact with their customers in real-time to make things right!

"It takes 20 years to build a reputation and five minutes to ruin it.’ Warren Buffett

Part of the problem in 2021 is that too many businesses are holding onto a dated transactional mindset. However, with record numbers
of customers and potential customers now on social media, our focus needs to be on building and nurturing relationships. So, it is very
much your behaviour that matters and not so much your competency. Accordingly, you must do everything to ensure that your brand
is leading the way in your customer space. This means creating the blueprint that you will use to guide all of your interactions with
customers, holding each other accountable to the values and behaviours that you want fostered in your company, and employing your
most skilled communicators to interact with customers at the coalface.

2

Being successful in business requires more than simply developing and honing the social
skills and business smarts that you will need to succeed in business. You also need to work
on minimising antisocial behaviours that will give you and your business a bad name, or
worse, put you out of business entirely. Let’s face it: It’s infinitely harder to correct a bad
reputation than it is to build a good reputation in the first place.
When you are driving your company forward, you need to pay close attention to the habitual
behaviours that you and anyone associated with your business adopts. Ultimately, you want
to project confidence as a business, build a reputation for reliability, plus have a ‘can-do’
attitude. To simply things, I have put together a list of bad behavioural habits that you can
potentially fall into as a business owner or manager.

1.

Arrogance
It’s important to understand the difference between self-confidence and
arrogance. Arrogance is the idea that you are better than others and have
nothing left to learn. The reality is that we all make mistakes. The most
successful business owners and entrepreneurs use their failures as teachers
to help them move forward and change the way they do things.

2.

Not Everything is a Zero-Sum Game

We often look at things in terms of there being winners and losers, so we
think that we have to beat others. When you are building a workplace culture,
you want to ensure that you aren’t encouraging toxic competition among your
staff. The focus should be on creating a cooperative environment in which
everyone feels they have a stake. You want your employees to feel a sense
of ownership in the success of your business.
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3.

Giving into Groupthink
It’s true that sometimes we have to bow to social convention, but that’s not always the case. On top of that, doing something just
because everyone else is doing it rarely gets you very far in business or in life. Critical thinking is a skill that seems to be in short
supply these days, but the business leader who consistently engages in critical thinking can guide their business into definitive
advantage. Instead of getting caught up in groupthink, make it a habit of questioning things when you are unsure. There’s a lot to
be gained from blazing a better pathway to the future. You won’t be a true leader if you’re always following the crowd.

4.

Passive Aggression

Passive aggressiveness is among the most toxic business behaviours. This happens all too often when you hatch a plan for
your employees or customers, share the plan with them, then go off and do something entirely different. You think you’re doing
a good thing by getting people’s hopes up and avoiding conflict, but when you cannot deliver, you’re giving people the
impression that you’re on a power trip and deliberately disappointing them.
It is this type of behaviour can earn you a reputation for being two-faced and toxic. You don’t want to pretend that you can
deliver one thing, then go behind their back and do something you didn’t discuss. Keep in mind that this can also damage your
own plans, especially if people start treating you the same way that you treat them. People learn not to trust what you say, and
no successful entrepreneur can function as an island.

5.

HR
For many young and growing companies, human resources is the last thing you want to think about. After all, it seems like you
don’t need a HR department early on or the associated cost. However, the reality is that HR can help you set a positive
company culture.
You might be surprised at how much being dismissive of HR can affect you in the long run. So, try to get a HR professional
involved as early in the process as you can so that you start off on the right foot. Establishing a positive company culture early
is a great way to help your business.
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6.

Making it About You All the Time

Do you make it about you all the time?
Focusing heavily on you to the extent that you take attention away from the business is among the many toxic behaviours
that can wreak havoc for your business. If you are more worried about getting personal publicity and earning accolades, it
will be hard for you to get ahead because all of your attention will be focused on your ego instead of the day-to-day running
of your business. If you are an attention hog, your employees will quickly tire of you. They want to know that you appreciate
them. If you make everything about you, you aren’t giving credit where credit is due, and invariably, your staff will seek it
elsewhere. Spread some of the credit around—step back from the spotlight.
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don’t need me or anyone else to point out that a positive
workplace is more successful over time because it nurtures
positive emotions and well-being, which promotes greater
productivity among your staff. Additionally, a healthy work
environment engenders positive relationships between
people in the workplace, thereby optimising their abilities
and creativity. It also helps to reduce and buffer negative
experiences,

such

as

stress,

plus

promotes

your

workplace’s ability to bounce back from challenges and
disappointments. Another positive is that your company
gains a reputation as a great place to work, which increases
loyalty among employees. Ultimately, by investing time and
energy into developing a positive work culture, you will
enjoy greater productivity, which leads to better financial
performance, increased customer satisfaction, improved
productivity, and better employee engagement.
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Here are a few ideas to help

YOU build on:

1. As an owner or manager, it is critical that you communicate and model the appropriate desired behaviours.
Leadership usually models the level of business performance required, but managers don’t always model specific behaviours
that optimise business performance among employees. If you aren’t both communicating and modelling the behaviour you
want from others, you are allowing your people to ‘wing it’.
Take a moment to think about the behaviours that your leadership team models. If the leadership team comes up short in
terms of setting a good example to the rest of the company, then you need to get some help—preferably from an external
source.

2. Provide specific training that targets the behaviour and attitudes that embody company values.
All too often, I walk into businesses and see ‘company values’ posters taking pride of place on workplace walls where I do my
coaching, but I can honestly say that very few employees know how to promote and live out those values in the day-to-day
running of the business.
As leaders, you need to remove doubt and ensure consistency by providing your employees with the training and education to
embody and embrace the business’ core values through their behaviours and attitudes.

3. Define the behaviours you do and don't condone in the workplace and hold people accountable.
Unfortunately, the only times people are held accountable for bad behaviour are in the very extreme cases when unforgivable
acts have taken place. And most times, those people end up getting fired. There is no in-between, and therefore, very minimal
learning opportunities in regards to how to embody the business’ values through attitudes and behaviours.
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4. Reward your staff for their good behaviour, regardless of their title or position.
Remember how good it felt to be recognised for good behaviour as a child? Who said we needed to stop recognising and
rewarding good behaviour once we get older? I get that the corporate world values profits and substantial financial investment
to reach financial goals. However, I propose that it’s time to start investing ‘recognition dollars’ for the attainment of good
behaviour goals. Nothing works better than a reward system to encourage people to do what you want them to do.

5. Make positive behaviour a prerequisite for promotion.
It doesn't matter if you are the smartest, most credible, most experienced, or highest-ranking person in the room—no one
wants to work with or report to someone who consistently engages in bad behaviour. Avoid both heartache and headache by
ensuring your leaders are not only competent but take the time to ensure that your leaders embody the business’ values.

6. Stop making excuses for bad behaviour. Remove problem employees before they hurt your organisation.
I know this is an extremely hard thing to do if your problem employee is the CEO. But if you're a board member reading this,
please heed my counsel. I’ve been there, done that, and it’s tenfold more painful dealing with a series of problems after the fact
than cutting ties with them in advance.
For the rest of us non-board members, focus on what you can do as a team member or leader to ensure the right conduct and
behaviours are being exhibited throughout your team. What are you doing to address the repeated offenders to ensure they
are either being held accountable or being moved off your bus?
Behaviour matters. Promote understanding and awareness, educate, and reinforce. Hold people accountable. If they don’t
adhere to it, you’ve got the wrong people on your team.
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The Golden Rule is the principle of treating others as one wants to be treated. In
business this rule should never be broken! If it is…. correct the mistake ASAP. The
reason why I used the symbol for infinity at the start is because behaviour good or
bad will loop back on us. Of course, if we apply this thinking to business then it is
easy to see how bad behaviour towards your customers, clients and of course your
staff will end---not well!
Your reputation is your brand that has never been more relevant than it has
since C-19! Nobody wants to be treated badly! No one likes bad manners,
behaviour and/or attitude! Like me, I am sure you have experienced it firsthand!
When it happened to you, did you speak up? Did you correct them? Equally, have
you ever witnessed your staff been that person who was rude to you?
It makes no difference, there is no place for bad manners, behaviour and/or
attitude in businesses in today’s market! It is perfectly understandable in today’s
global climate why people are stressed et al---however this does not equate to a
green light for bad manners, behaviour and/or attitude! If you need my help in
correcting the trajectory of your business; in terms of behaviour or any other factor
I specialise in---I am only ever a phone call or email away!
I look forward to your feedback, and I eagerly anticipate the opportunity to
help you, your business, and other people to prosper in these uncertain
times!

Please keep updated regarding my latest eGuide by signing up to
my newsletter for the release of No6: Your Inner Circle.
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My role is to strategise and help
implement solution-based strategies.
My philosophy is that a strategy is the
most important tool you can have in
your toolbox. It won’t work if I don’t
have a strategy that fits your
circumstances; it’s the ability to

create bespoke and highly effective
personal and business strategies that
defines what I do.
Doug C-June 2021
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