
CUAAR -- Five letters to a better
relationship
When you use the word "relationship," nowadays, most people think you're
talking about what is euphemistically called a "love relationship." It's what your
spouse means when she says "Honey, we need to talk about our relationship."

But, when you get right down to it, whenever two people meet and associate
together, you've got a "relationship." It's not the kind you usually sit down and talk
about, but it's there nevertheless.

For the purposes of our discussion today, we're going to concentrate on
"business relationships" -- employees, customers, potential customers, co-
workers, and bosses -- but the five concepts we'll talk about are important to any
relationship, even the kind you sit down and talk about.

This is certainly not an exhaustive list, by any means. I don't claim to be Dr. Phil,
Dr. Laura, or Dr. Spock.  Still, it's a useful little list of five items that can make or
break a relationship -- any type of relationship.

The words start with the letters C, U, A, A, and R. Put them together, they spell
CUAAR.  I say it "Ku-are."

So let's dive right into it: CUAAR -- five little letters that mean five powerful,
positive steps to better relationships.

C: Courtesy

I was listening to a co-worker talk some time ago. This person was berating
another employee, without even giving the other time to explain. I'm sure my co-
worker thought this demonstrated power -- or something.

The years have taught me something, though -- when I take a friendly approach
to others, I usually get more from them.

For whatever reason, I've found when I call someone up, joke with them a bit, be
outgoing and gregarious, I can usually get whatever information I need, even
from the most apparently hard-hearted individual.

When I come on with a "full court press," demanding the information, threatening
them, and berating them, I find I usually don't get a thing.
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H. L. Mencken was once asked to explain the key to a successful marriage.
"Common courtesy," he was reported to have said.

I am constantly amazed at how many people try to throw their weight around,
demanding, pushing, complaining, and swearing.  Most of the time, these people
don't have a great deal of success with that approach; you've got to wonder why
they try it.

I used to teach reporting at a university. One of the things I taught was this truth:
the 60-minutes style "confrontation interview," that you see on TV, where camera
crews shove a camera and microphone into someone's face and then ask
confrontational questions, rarely gets any information. The low-key, courteous
interview, on the other hand, usually gets a wealth of information.

In business, Courtesy is the first thing about developing a relationship. We tend
to always show courtesy to our bosses, our potential customers, and sometimes
even to current customers; but many of us rarely show courtesy to our
employees, our co-workers, and even many of our customers!

Don't believe me? How many times have you personally been sucked into a store
as the result of an advertisement, only to find that the staff was discourteous,
even bordering on the edge of nasty?

Perhaps it's just the circles I sometimes move around in, but I've seen it quite a
bit.

I remember one day some 15 years ago at a McDonald's restaurant in Atlanta,
Georgia. I was in town on business, and, attempting to save money on my
expense account, I had gone to the local McDonald's for breakfast. It was 8:30
a.m. on a Sunday morning. Their sign said they opened at 8:00 (this was in the
downtown business area). The restaurant was full of employees, but when I
opened the door, a worker said "Hey! We don't want any customers in here, yet!"

I guess they must have been running late -- but you know, even though I have
been to Atlanta a number of times since, and even though I eat at my local
McDonalds quite often, I never went back to that particular location. I'm
convinced they didn't want any customers, at all. I was happy to grant their wish.

When a company is discourteous to its customers, through long lines, nasty
checkers, irritating salespeople, continual telemarketing calls, uncaring tellers,
obscene service charges, continual price hikes, or high-pressure selling, they are
doing the same thing that Atlanta McDonald's did to me. They are saying "Hey!
We don't want any customers."



How about in the workplace? Sure, there are plenty of people you've worked with
that you probably wouldn't give the time of day. The world is full of people, and a
lot of those people are of the "Yes, I work here, but that doesn't mean I actually
work" variety.

You know, I'm no saint where this is concerned, either. Over the years, there
have been people I've worked with that I couldn't stand. Even with those people, I
soon learned that when I was courteous, it usually worked out better. Sure, there
are still the ones who will stab you in the back, and consider common courtesy to
be a sign of weakness, but they're really not as prevalent as you think they are.
Most people warm up well when shown common courtesy.

Better yet, courtesy gives you a distinct business advantage.  If you're anything
like me, you're more likely to patronize a bank that has courteous tellers; you're
more likely to go to a hardware store where the employees smile at you; you're
more likely to patronize businesses where the store employees treat you with
respect.

In the long run, promotions are more likely to come to the courteous employee,
and less likely to come to the whining, nasty, backstabbing ones. When layoffs
come, unless the nasty employees are God's gift to the company, they're often
among the first cut -- because nobody really campaigns to keep them around.

Some businesses actually hire with courtesy as a primary requirement. Some
others -- well, they must actively hire the nastiest people they can find.

Try being more courteous in your daily activities -- try being nice to strangers on
the phone; try treating some stranger as if they are your favorite family member --
and see how well it works for you. I think you'll be amazed at what a difference it
makes. If you're already courteous to others, try ramping it up a bit. I predict you'll
be impressed at the difference.

U: Understanding

 You know, one of the biggest things that causes trouble in this world is a lack of
understanding. Usually it's a matter of a different language, or a different culture;
sometimes, it's a difference in upbringing, or a difference in expectations.

It would be naïve for me to say that people are alike the world over. We come
from a lot of different cultures, a lot of different value systems, and a whole
boatload of different experiences.

People are different.



Your brother is different than you are; your parents brought him up at a different
time in their lives; he has a different outlook on the world, different hopes,
dreams, and desires.

I'll never forget one such disagreement in my own life. I was probably four or five
years old, My brother, who is five years older than I am, was teasing me; in my
frame of reference, he was tormenting me.  Anyway, I was mad, and I pursued
him with some vigor. Laughing maniacally (or so it seemed at the time) he went
into back door of the house, and locked the door behind him, putting a barrier
between us.

Being resourceful, I picked up the largest rock I could find, and threw it at him --
through the glass panel in the door.

Now, I love my brother -- but I don't always understand him. I did however, learn
that it wasn't a good thing to do -- courtesy of my father, who spanked my behind.

So, if members of the same family, who were raised by the same parents, often
in the same house, have a hard time understanding each other, is there any
hope for the rest of us?

Of course there is. All you need to know is the key -- and the key to
understanding is information.

Most of us have relatively similar frames of reference; oh, there are differences,
to be sure; you may have grown up in an apartment building, in a big city, where I
grew up in a house in a rural community. Still, I bet you once got so exasperated
at someone that you wanted to throw that rock.

The more you get to know about someone, the more you begin to understand
them.

Perhaps your co-worker grew up in an foster home, or a dysfunctional home, or
in a "broken" home. As a result, perhaps they show a constant need for positive
reinforcement. You may have grown up in a supportive home where you were
constantly praised. You may have had every chance at success, where they had
to work for it.

You're never going to understand another person totally -- men have been
learning this for years, tutored by their wives and girlfriends -- but you can gain a
pretty good understanding of what makes someone tick.

How do you get this information? The old fashioned way: ask questions.

When you meet someone new, do you try and find out as much as you can about
that person? Most of the time, you probably learn just enough to know how to



pigeonhole them in your "sorting file of life." It reminds me of a Dilbert cartoon
from some years ago. Wally, who is the bald one, was rejected by a prospective
company, because "We've already got a bald guy."

The more information you gain, the better your understanding of someone will
be. Strangely enough, the more information, the better the rapport you develop,
the more business (or support) that will likely come your way.

A: Acceptance

This letter was originally a "W" for "worth." As I thought about it, I decided
"Acceptance" would be a better word.

So, we're all strange in our own way, aren't we?

I imagine there are those "plain vanilla" people who might be reading this, but
most of us have our little quirks here or there. We want to be accepted, in spite of
those quirks.

More than that, we want to be accepted for what we are. Companies wish to be
accepted by their customers, for their unique mix of traits that set them apart.
Some companies are accepted; others are not. Some people reach acceptance;
others don't.

Often, communication is the key -- but unlike our formula for "understanding," we
must communicate to others what makes us worthy of acceptance. We don't
necessarily have to verbally communicate it; there are other manners of
communication. We probably don't want to hand-letter it on a sandwich board,
and parade through the office. We want to show our contribution, make it known,
teach others what it means.

Even with all I've said, though, ultimately, we should accept others, as much as
possible, if we want to develop a relationship with them. We may not accept
everything they do -- there are no rules that say that having a relationship
condones every psychotic action someone may make -- but we should accept
enough of that person to include some part of them into our lives, even if it's just
our lives at our place of work.

A: Appreciation

I'm not a great expert at this, either -- but do you show appreciation to the people
you work with, live with, sell to, or buy from?



It's getting near to the holiday season, and many companies will send out holiday
greetings to their customers. Half the time, it's the only time they ever say, "we
appreciate your business," during the whole year.

Have you told your co-workers that you appreciate them? Have you told it to your
boss? Have you thanked your customers? Have you told your spouse that you
appreciate her or him? (Saying "I Love You, while important, doesn't count.)

I may be wrong, but I suspect the world would be a whole lot better place if there
were more "I appreciate what you're doing for me" and less "I think you should be
doing this."

This problem extends beyond just casual relationships; this problem extends to
governments, too.

What's wrong with showing a bit of appreciation once in a while? Why not do
something special from time to time for a good customer?

You know, one thing that absolutely galls me is magazines that give special rates
to new subscribers, and yet raise the rates of the current subscriber. Doesn't the
customer deserve a better break than the person you're trying to entice? Why not
try a magazine where we say, "You know, the first year's a bit more expensive,
but in subsequent years, your rate goes down."

Why not show some appreciation? (Incidentally, I appreciate you coming to
Salesstar.com and reading Monday Motivation!) What would it hurt?

Try it! I think you'll be amazed at the results.

R: Recognition

I guess you could also make this letter mean "respect," but all of the items we've
talked about are leaning toward that. By recognition, I mean to recognize your
friends, customers, family, co-workers, employees, and employers, for what they
contribute to you.

I know this goes hand-in-hand with "appreciation," but I think it's extremely
important. The social scientist Abraham Maslow taught what he called a
"hierarchy of needs." At the bottom of his list were the basic needs, food and
water. From there, we go to the higher needs. The top needs, the fifth level,
fulfillment and aesthetic satisfaction, are beyond the scope of what we're talking
about today, but just below that level, lies the need for achievement and
recognition.



Even a little bit of recognition -- a certificate to hang on the wall, a parking space,
a special mention at a company meeting -- makes all the difference in the world,
and I believe it's worth at least 20 threats.

A company some years ago took some money out of its normal training budget,
and purchased some little tokens, that were given out to employees that did a
good job. The tokens were good for a free meal at the company cafeteria, but as
time went on, the leaders dishing out the tokens found that few were ever being
turned in.

As they studied the reason, (fearing ptomaine poisoning at the cafeteria, no
doubt), they found that people were keeping the tokens as a symbol of
recognition.  They didn't turn the tokens in because the silly little things meant too
much to them.

In recent years, some companies, such as Successories, have tokens such as
these a part of their recognition product line.

Some years ago, I gave out a key chain to a group of employees; that key chain
was given to them as a point of recognition for a job well done. That group of
employees is long since dispersed, but I have kept in contact with many of those
employees over the years, and it amazes me how many have kept the key
chains -- and use it as a visual reminder of a little bit of recognition.

Of course, I've still got mine.
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