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			Praise for Ron Scheese and
More than a Company

			Ron Scheese is exceptionally gifted both as a leader and as a human being. He has dealt with every situation imaginable with compassion, wisdom, and appropriate firmness. As CEO of Andesa Services, he is held by the Board, its employees, and its clients to the highest standards imaginable. The reader will profit very much from reading his story in this book.

			—John E. Walker, Founder, Andesa Services

			The preoccupation of any effective leader should be the establishment and development of an internal culture—one that is healthy and vibrant. I’ve had the privilege of working with many of the most effective leaders in the world as a teacher and student of leadership. In my experience, there are few examples of effective leadership more compelling than the work of John Walker and Ron Scheese at Andesa. In More Than a Company, Ron offers real world insights and stories about the importance of values in driving the relationships which benefit the entire ecosystem. I highly recommend this book to anyone who is interested in leadership. 

			—Kevin Graham Ford, Chief Catalyst, Leighton Ford 

			Ministries; Coauthor, The Secret Sauce: Creating a 

			Winning Culture and The Leadership Triangle

			This is not your typical “how-to” business book. Scheese shares his leadership journey at Andesa Services, an employee-owned company, and provides real world examples of how a values-driven company creates a powerful ecosystem of relationships among both employees and customers to build a successful, enduring business.

			—Wendy York, Dean, Wilbur O. and Ann Powers College of Business, Clemson University; Board member, Andesa Services 

			Andesa is a unique company with a great team built around a solid set of values. Ron Scheese captures the essence of what it means to lead and inspire a team to place the company’s values at the center of what they do every day. This is an uplifting example of transformational leadership.

			—Charles “Rip” Tilden, Partner, Makarios Consulting; Coauthor, Leading on Purpose; Board Chair, Andesa Services

			Ron Scheese has captured the essence of a values-based leadership culture. His road map shows how leadership shapes values, values drive culture, culture fosters teamwork, and this ecosystem ultimately drives performance. The idea of creating an enthusiastic environment where there is high performance and high fulfillment really inspires a talented workforce to do their best work. More Than a Company is a must read for anyone wanting to learn the recipe for long- term leadership success! 

			—Jason Young, Former Leadership Development and Customer Service Trainer, Southwest Airlines; Founder, LeadSmart, Inc., and Culturetopia, LLC; Author, The Culturetopia Effect 

			and Servicetopia

			The subtitle of Ron Scheese’s book, Leading in a Values-Based Ecosystem, makes a bold claim, and this book does not let the reader down. Through sharing his own journey as a leader, Ron engages the reader in understanding the importance of actively developing a company’s ecosystem around values, focusing on people rather than profit. This approach creates as much, if not more, value for the company than a profit-based approach. A must-read book for anyone in a leadership role or aspiring to such a role, either in the for-profit or not-for-profit world. 

			—Jacquelyn S. Fetrow, President and Professor of Chemistry and Biochemistry, Albright College

			Ron Scheese masterfully sets the stage for values-based leadership in any organization, and specifically in employee-owned companies. Ron developed his framework at the forefront of the business as a CEO. It’s real, engaging, and transformative. You feel like a fly on the wall watching over the shoulders how Ron leads his team and the whole organization. 

			—Dave Osh, CEO, Varlinx

			Ron Scheese is the kind of leader who knows the difference between employee engagement and employee satisfaction and understands why the first is more important than the second. Read this book, and you’ll see how he was able to diagnose a critical problem Andesa faced in 2016 and launch a program that re-energized the entire company, leading to sharp increases in revenue, income, employee retention, and assessed value. We need more leaders like him.

			—Bo Burlingham, Author Small Giants; Coauthor, 

			The Great Game of Business

			Ron Scheese’s notion of an ecosystem reflects how the Alliance and its fraternal benefit societies unite for the greater good. More Than a Company is a helpful reminder that sharing values among your business partners is important.

			—Allison Koppel, CAE, Chief Executive Officer, 

			American Fraternal Alliance
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			To those who paved the road before me, shared the journey with me, and will carry on the Andesa Forever quest.

			My life is RICHIR because of you.
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			Introduction

			The unexamined life is not worth living.

			—Socrates 

			I am a lifelong learner. Learning doesn’t end when we leave the classroom and walk across a graduation stage. If you picked up this book on the importance of values to business culture, I believe we have something in common: an innate desire to learn. We all experience many lessons along life’s journey, and my latest have come during my service as CEO of Andesa Services.

			I value education because it was my ticket out of poverty. I was the middle child born to loving, supportive, and encouraging parents in the Coal Region of Eastern Pennsylvania. My father was a World War II sergeant who provided for us by driving a tractor trailer and laboring for Bethlehem Steel mining. His best encouragement was to “study hard and get a job where you use your brain.” He appreciated the value of hard work, but he hoped his children wouldn’t struggle as he’d toiled just to scratch out a living. My mom was a homemaker raising five children. Her spark was a sense of humor and a spirit of generosity, service, and giving.

			When you have little, you have each other. While I couldn’t comprehend how poor we were, I knew my parents expected more from us and wanted more for us. Faith, love, humor, and high expectations for performance in athletics and in the classroom defined the environment my parents created to ensure my brothers and sisters and I could live a more meaningful life.

			The importance of education was reinforced by several beloved teachers and coaches. When I majored in accounting at Albright College in Reading, Pennsylvania, many professors challenged me to contemplate situations through a myriad of perspectives. My Albright friends’ parents owned businesses or were executives in large companies. In addition to the classroom setting, through countless casual conversations with those friends, I experienced a world different than that of Coaldale, Pennsylvania. Decades later, I am honored to serve my alma mater as chair of the board of trustees to help ensure future generations will experience the profound positive impact of a liberal arts education.

			My career as a certified public accountant began at Ernst & Young as a financial auditor. In many ways, public accounting furthered my business education. I was a sponge, absorbing all I could while being exposed to clients in multiple industries and facing various financial challenges.

			A series of career moves over the next decades resulted in multiple financial leadership roles for several faith-based healthcare organizations and technology companies. I developed a five- to seven-year cyclical pattern of career changes. At about that mark, I sensed I had made a positive impact on the organization, but I felt myself becoming stagnant, not learning, and unchallenged. I was feeling this way in 2005 when I first learned about Andesa Services.

			When one becomes associated with Andesa, it doesn’t take long to recognize its unique culture. From my initial encounter with Andesa’s founder, John Walker, I understood this would be a man from whom I would learn and grow. He radiated a strong presence and a deep sense of purpose. John created something much more special than a profitable company. He created a vision of a purpose-driven, ethical environment that moves humanity forward through advancement of its people and clients. In his book Value from Values: The Making of Andesa Services, John describes the secret sauce of Andesa’s unique culture: “To say that a firm has a soul is to say that it has incorporated into its operating procedures strong ethical values and an uncompromising concern for the welfare of its employees.”1

			Through a variety of experiences and seasons over the course of my career, I had developed strong financial, analytical, risk-management, leadership, business, and strategic planning skills. I quickly understood that in assuming the CEO role at Andesa, I had responsibility for the environment in which our employees spent a large portion of their time and earned their livelihoods for their families. That seemingly simple shift in logic was the key to becoming a leader in a people-first versus profit-first environment. As a CPA, I dream in numbers, so it was a challenge to change my mindset and learn to make our culture and environment my focus. As with most lessons, this one took years to learn and a few hard knocks along the journey.

			This is not a philosophical or an academic book. The chapters ahead provide real-life examples of values-based leadership applied in the setting of a specific unique culture, an environment grounded in an ethical culture, which encourages and facilitates its employee-owners to develop and apply their business skills to the fullest, for both clients and employee-owners to achieve their full potentials. Andesa’s values would not necessarily align with the business model for every company; there is no “one size fits all” when it comes to values. But my hope is that our example provides lessons to be learned regarding the importance of values, getting them right, and getting the alignment necessary to sustain a high-performing culture and drive operational performance across an ecosystem of suppliers and clients.

			I sometimes get criticized for being naïve or having a rose-colored view of the world. Does this whole values-based, people-first culture thing really work? Does it translate into business success?

			Andesa has had a thirty-five-plus-year track record of growth and reinvention by adhering to this approach. After a disappointing employee-engagement survey score in 2016, we stressed the examination and integration of our values efforts in the employee environment. Since then, our revenues are up 20 percent, our net income is up 27 percent, our employee retention improved from around 80 percent annually to above 90 percent, and company value as measured by an independent valuation firm for employee stock ownership plan purposes has increased by more than 60 percent. While I would like to have a longer track record of those performance measures, the simple fact is that the company has had a different trajectory since we embraced this approach. We continue to invest in the company and in the values-based, people-first model, and we are not done yet.

			Today I am blessed to lead this company where my purpose, passion, spirit, and work align—one which, in many ways, echoes the values and experiences I learned from my parents, teachers, and so many friends and mentors over my thirty-five-plus-year career. As you journey through the Andesa stories and values, I hope you begin to appreciate how important a values-based leadership approach is to building and sustaining culture. If I can encourage you to understand, reflect, and adopt values-based leadership early in your career, it’s my belief that you, your organization, and the world will be the better for it. I truly hope you are encouraged to find your purpose and work toward it, to put more into the world than you expect to take from it.

			Let’s dig deeper into my Andesa journey.

			
chapter one

			
Values—An Individual Understanding

			If the people aren’t looking out for the community, then the benefits of a community erode. Many companies have star employees, but few have a culture that produces great people as a rule and not an exception.

			—Simon Sinek, Start with Why 

			“It seems you change jobs every five to seven years,” Linda Ellison observed during one of my initial interviews at Andesa. “What would make us believe you’d stay at Andesa?”

			“I don’t think I will,” I replied. “I think I’ll learn a little, help make the company stronger, and then will probably be looking for my next challenge in five to seven years. I looked at your financials. I know they can be improved. It will take some time, but I do know that when I leave, Andesa’s financial position will be in better shape than it is now.” Looking back on it now, I cringe recalling that response, which must have come across as more than a bit arrogant—but at least it was honest.

			In a subsequent interview, this time with Andesa’s founder and board chair, I was asked, “Have you read Tom Friedman’s The World Is Flat? I think there are some similarities with Andesa. How do you see it?” I had read the book, and that precipitated a terrific, wide-ranging conversation about the importance of education, empowering individuals, technology, and collaboration with John, both of us sharing our career and life experiences.

			What I did not realize as I passed through the hiring process was that Andesa was actually interviewing me for my values, looking for insights into what made me tick and how I might respond to the difficult challenges one often faces in business. Certainly, I gave them little or no reason to think that I understood the importance of the alignment of personal and corporate values in the workplace—but they took a chance that I would grow into an understanding and appreciation for their culture and decide to stay.

			Little did I know then that the “next challenge” I’d envisioned as being five to seven years in my future would actually come at Andesa—the opportunity to lead the company as the CEO. With some tenure in that role, I can tell you the experience has been a learning laboratory. With new challenges coming at us regularly, I’ve often needed to rely on the hard-won wisdom garnered through the experiences I’ve navigated over my career. However, there are also days where those new challenges and situations present opportunities I never imagined. Perhaps my biggest lesson has been growing to better understand and appreciate the importance of culture and values.

			We talk a lot about values at Andesa. That’s only natural; values are intrinsic to what we do for our clients. We provide the tools and data that assist them, their sales teams, and those covered by the insurance in the management of these life insurance policies. In a highly complex insurance marketplace that demands accurate policy values, Andesa has enjoyed a successful thirty-five-plus-year track record because it provides correct values on our clients’ policies.

			Andesa’s team also talks a lot about the other kind of values—those we expect our employee-owners to personify in all they do: respect, integrity, courage, honesty, initiative, and responsibility—our RICHIR values. You’ll learn more about these in subsequent chapters, but it’s my belief that Andesa has enjoyed that successful thirty-five-plus-year track record because it embraces these values as well.

			Where Our Values Come From (and Why It Matters)

			Learning and new experiences have always been motivators for me. It has been my good fortune to have great opportunities and excellent mentors along the way. Early in my career, when the job change “itch” hit, it was either because the learning opportunities in my current position had dried up or because I could see I had a chance to learn more in another role. When I initially interviewed at Andesa, I saw it as just another occasion to demonstrate my skills and experience.

			Then I met John Walker.

			Andesa’s founder is all heart and soul. His moral compass is the underlying “why” behind the success of Andesa. John believes in the intrinsic worth of each individual and the power of the human spirit. My own personal growth and transformation from a number-crunching, results-oriented executive to a values-based, culture-first leader has come through countless conversations with John in which I was both challenged and encouraged.

			In his book Good Profit, Charles Koch notes that “every organization has its own culture. If that culture is not created consciously and purposively, it will degenerate into a cult of personality or an ‘anything goes’ environment.”2 For Andesa to perpetuate the founder’s values, the organization must emphasize a process by which it hires for values. Through many Andesa stories and conversations with John over the years, it became apparent to me that hiring for values and then teaching skills is a critical component in maintaining that critical moral compass through the ups and downs of economic cycles and the challenges presented by technological and societal changes. If one desires to build a company to last one hundred years—as we say, a Forever Vision—the organization will inevitably experience many changes. But its core character—what employees and clients can trust and expect—cannot deviate. Upholding those values is critical—and challenging.

			When I think back on my career, I regret that it took me so long to see that the value of an individual is so much greater than just what they can contribute to the business. Their worth to the business pales in comparison to their value as a person—someone who deserves patience, love, and encouragement as they strive to reach their full potential. After all, that is what John did for me—he challenged me to think differently and pushed me to grow as a leader and a person. Recognizing earlier on that a culture that frees people to reach their full potential leads to business success would have made my career much more rewarding, meaningful, and impactful. That is one of the most valuable lessons I’ve learned at Andesa and in moving from CFO to CEO responsibilities.

			A company’s CEO needs to be the heart and soul of the business. Tasked with being the core keeper of the culture and DNA, a leader must also be able to enlist the energy of a whole cadre of people to buy into it. It recently warmed my heart when a manager shared, “You know that ‘full potential’ thing you talk about means more than just their role or their job? It’s about their whole life.” I smiled because it was a reminder that we continue to build the institutional muscle necessary to perpetuate the Andesa vision and culture. Perhaps the hundred-year goal is achievable, after all.

			I don’t think Andesa is unique in its approach. I do think the original values of most organizations stem from the personal values of their founder. The entrepreneur translates their personal beliefs and priorities into the spirit of the business—how the organization conducts its business. Over time, those personal values become the company’s values—its soul, if you will.

			Not all we do is correct, not every interaction or relationship is a good one, but our values are the driving force behind our efforts as we aspire to prove our founder’s vision that there is a right way to conduct business. When you put your values out there, when you strive to live those values in everything you do, every interaction, every transaction, you attract people of strong moral fiber who wish to belong and contribute to that meaningful mission. Those who align closely with Andesa and our culture do so because they, too, believe in the worth of the individual and the power of the human spirit.

			Not everyone shares those beliefs when they first come on board, of course. Some come to our organization prioritizing income and view the company solely through a transactional lens. Yet we see many grow personally and professionally through exposure to an ethical, values-based environment. Surrounded by values-based associates, these individuals engage with mentors, have conversations about values, reflect on their personal CliftonStrengths assessment, and take responsibility for challenging work. They act in accordance with the norms and expectations of the culture—and they thrive.

			Andesa’s employees learn their jobs, not in a classroom or training room setting, but primarily by observing others perform their own jobs and via hands-on opportunities. The relationships built in the learning process create the bonds of community and provide a natural opportunity to convey values and culture in such a way that no orientation or training video could. For those doing the training, sharing our culture with new employees enhances their own commitment to it, even as it preserves our vision and values.

			Yes, even Andesa has its fair share of turnover—but our overall retention rate typically hovers around 90 percent. We have found that values have value at Andesa.

			Learning to Do Better: An Ongoing Effort

			All that said, we’re still learning—and we learned a most powerful lesson in 2016. Our retention rate had slipped closer to 80 percent. We were about nine months into actualizing our new strategic plan, but clearly, something was off. The cost of recruitment was eating into our profitability. No sooner had we onboarded and trained new hires than we were recruiting for those roles again, or so it seemed. That was when we pivoted from our annual employee satisfaction survey to a survey that measured employee engagement.

			Engagement and satisfaction are two totally different things. Employee engagement measures an employee’s sense of connection to their work. Questions such as “Am I contributing and making an impact?” and “Do I care about my company and its success?” get to the heart of engagement. Satisfaction is more about job enjoyment—“Am I happy?” For example, an employee who feels overpaid, unchallenged, and watches videos all day when you think they are working hard may be very happy and satisfied with that situation. But they are certainly not engaged and contributing to the business. Engaged employees are satisfied employees but satisfied employees are not always engaged.

			The results of the employee-engagement survey showed Andesa ranked in the thirty-sixth percentile, meaning 64 percent of all surveyed companies were doing a better job of engaging their employees. For a company that strived to be an employee-centric company with a stated purpose of helping employees reach their full potential, this was devastating news. It was a gut-check moment for me when I realized that rather than leading, I had settled for being the steward of John’s company—acting more like a caretaker than a trailblazer.

			Our response was twofold. First, we invested in leadership development. Second, we went back to our roots with a renewed focus on values and culture.

			For leadership development, we partnered with the talented team at TAG Consulting. Several senior leaders received one-on-one leadership coaching, and a larger group met frequently for additional training on transformational leadership skills. We began to intervene on the environmental and engagement issues that had been flagged in our employee-engagement survey. These efforts bore fruit as we saw growth in the camaraderie, teamwork, and trust among the leadership team and resolved issues that mattered to the employees. The projects also demonstrated how all employee-owners could collaborate to improve the environment.

			With leadership development well underway, we started work on our values and culture. While Andesa had always been a values-based, employee-centric company, we seemed to have lost sight of our roots. If we were going to improve the ways we interacted within the Andesa environment, it had to start with the people, their assumptions, and their beliefs.

			We began a series of conversations about the company’s values with about thirty nonmanagement employees. Three breakout groups of ten individuals were drawn from across the company. Composed mostly of volunteers, they were a good representation of our employee population, from the most tenured to those who’d recently joined us right out of college. Different genders, ethnicities, skill sets, educational backgrounds, and multiple faiths were represented.

			We modeled our approach after a framework borrowed from one of my mentors, James Osterhaus, in his book Gettysburg and Leadership. Each value conversation session included a short, thought-provoking exercise to stimulate creative thinking about a given value and a series of consistent questions about each identified value: “What does this mean? Where do you see this value exhibited at Andesa? Where are you challenged to live this value in your work?” and so on.

			Going into the conversations, I’d been worried that Andesa’s values had become stale. Conventional wisdom says “traditional” values don’t resonate with the younger generation; did our values have the marketing appeal necessary to attract top talent to a company whose predominant business was technology and the service behind that technology? I had fallen prey to the hype that moral decline was eating away at our country’s fundamental character and our society no longer cherished humility, kindness, bravery, decency, integrity, loyalty, honesty, and other so-called eulogy virtues.

			I assumed Andesa would emerge from this deep dive into its culture with new language and renewed energy to fuel our recommitment to our values. I didn’t anticipate that new values would emerge—after all, we are who we are—but I did expect updated language and a fresher way of articulating these principles. I certainly expected something flashier and sexier than respect, integrity, courage, honesty, initiative, and responsibility to emerge. But as the employees experienced their own self-awareness and wrestled with the concepts and values in their lives and in their company, three critical truths became clear.

			The first of these was how profoundly our understanding of the values was deepened simply by examining them through these very different points of view. Each employee brought their unique understandings to their individual definitions of each value. Yes, the words resonated for all of them—but their meanings were shaded by their life and work experiences, so everyone experienced them differently.

			The second critical lesson was a significant “aha” moment. We realized our values—respect, integrity, courage, honesty, initiative, and responsibility—weren’t the company’s values at all. These were the core values of the individuals that came to work with us. The environment allowed each employee to be themselves and act in accordance with their values. It affected the way team members interacted with one another and with our clients. The result was that the employees’ personal values became the company’s values. While this is often the case with a founder’s value set becoming the company’s value set, by hiring for values, Andesa had been able to perpetuate a circular process by which the values of the individuals attracted to Andesa because of the values become the behaviors that define the company’s values.

			Remember my own Andesa recruitment story—how John and Linda were interviewing me for values, but I didn’t appreciate or understand that at the time? The conversations with our employees made this crystal clear to me: Each person who joins the organization can build and sustain the culture or slowly erode it over time. If we were going to preserve the integrity of our culture, we collectively needed to go to the heart of the recruitment process and make the best possible hiring decisions.

			When the groups examined occasions in which Andesa’s employees had exemplified the values, particularly in situations where it was challenging to live the values or where values competed with one another, it was clear that each of these decision points created an opportunity to contribute to the culture or detract from it. We all gained an appreciation for the commitment necessary to build and sustain a vibrant, values-based culture. Examination of these situations also showed that the interpretation of the values was through the lens of the recipient of the encounter, not the provider of the service. For example, if I believe I am communicating honestly but the recipient has a different interpretation and expectation of honesty, the relationship can be eroded. If more and more employees “bend the edges” of a value to achieve personal gain versus the corporate good, “ethical fading” slowly erodes the culture.

			Creating Cultural Champions

			To counteract ethical fading, the organization needs constant attention to and reminders of the expected behaviors the corporate values are intended to produce. At Andesa, the values conversations resulted in the development of several employees into what we call “culture champions.” Each of them took one of the values and presented the group’s findings to the leadership team. They then collaborated on a booklet, titled Andesa Forever, which was sort of a code of conduct for onboarding new employees. The booklet provides insights into Andesa’s vision and definitions for each of our values, including examples of challenging situations and appropriate behaviors expected of Andesa employees.

			Through the values focus groups and leadership development efforts, changes were happening for me as well. My leadership style shifted from a numbers-first, results-based approach to one focused on values and culture. In many ways, my personal leadership responsibilities became much more aligned with my personal vision, values, and purpose.

			Let me share a few employee stories to demonstrate what it means to live Andesa’s RICHIR values and to be employed at an employee-centric company.

			
					Jen Sell, Kim Matlack, Tammy Staudt, and Jessica Gauthier all began their Andesa journey in the office administrator role with receptionist responsibilities and executive assistant duties. Encouraged by a supportive environment, each pursued additional training and transitioned to new roles of finance and contracting paralegal, human resources administrator, marketing coordinator, and talent acquisition coordinator, respectively. Through work on various employee committees at Andesa, they have taken on roles that have a tremendous influence on the culture and spirit of the company.

					Bob Schoenberger came to Andesa in the winter of 2015 in the role of manager of IT operations, responsible for all data center operations, servers, storage, network, security, and telephony infrastructure, joining Andesa at a time when overall technology leadership was in transition. From our values-based recruiting process, we knew Bob was up to the challenge. He was asked to study the technology plans that had been developed previously and recommend a strategy for strengthening the technology footprint, with emphasis on growth and scalability. Bob and his team came forward with a recommendation for a three-year system overhaul project. Entrusted with the authority and autonomy to execute, Bob built a team of talented technologists capable of the implementation. The team delivered on the commitment, completing the project ahead of schedule and under budget. Bob and his team continue to keep the Andesa core systems state of the art through a cost-effective, disciplined, and evergreen process he proposed as part of the initial recommendation.

					Ryan Scanlan joined Andesa in 2019 as an IT security auditor. In less than a year with the firm, Ryan obtained a key industry certification for the work he does. Ryan and I worked together on our new-hire mentoring program and enjoyed numerous conversations about business and life. One of Ryan’s assignments was to study where he saw the Andesa values being lived in the day-to-day work and report back. His analysis was deep and meaningful. He was then asked to write his findings into a blog post for our company’s website, where his Values in Action—an Employee’s Viewpoint was published in the summer of 2019. More recently, Ryan became a key part of the Andesa Pandemic Response Team. That team recommended ways to keep our employees safe and our operations efficiently functioning to support our clients during the COVID-19 pandemic. His influence and leadership abilities continue to grow.

			

			The achievement of our full potential is a lifelong journey, not a destination. We measure progress by how far we’ve come, not against some ideal of potential realized. Being better tomorrow or next year is how we measure success. For many, that occurs within the Andesa environment and the company is better for it.

			At its core, an employee-centric environment starts with respect for the individual and the values-based relationship they establish with their team. Everyone is at a different point in their professional journey when they come to Andesa. A leader must take the time to understand an individual’s strengths and aspirations, then match those to the company’s needs. For some, that means entry-level business mentoring and opportunities to learn the business. Some are afforded the creativity and whiteboard-type challenges to be influencers or to take on a leadership role, whereas others are more motivated by being an individual contributor. That choice is equally valuable to the company, respected, and acceptable.

			All employees bring their talents and gifts to the organization. It is the leader’s responsibility to help the individuals flourish and create an environment where they can thrive and make a difference. Since each employee is at a different stage in their personal journey, situational leadership is essential. Sometimes additional training or coaching is needed. Other times, a strong challenge may be necessary, or a mentor-type support structure is helpful. Far from being one-sided, the mentor/mentee relationship is one that rewards both participants with inspiration and personal growth.

			And Our Clients Are Paying Attention Too

			The third critical lesson was that customers and clients evaluate the organization through a values lens as well. While the values alignment of individuals who work for the organization is necessary to sustain the culture, alignment with a company’s customers and clients is equally important.

			The initial encounter with a client may be prompted by a specific problem they have that needs a solution or may simply be transactional in nature. But over time, a long-standing relationship develops because the provider of the product or service is delivering an experience valued by the recipient. While economics certainly weighs heavily in that relationship, when there is also values congruence, the resulting relationship can be blessed with both trust and longevity.

			Andesa’s clients are primarily life and annuity insurance entities. We strive to maintain a true partnership with each client. Because of the importance of the systems and services we provide, our team is truly an extension of our clients’ operating departments. In addition to helping our employees reach their full potential, Andesa’s vision places the same expectation on our client relationships—helping them achieve their full potential, as well. For the employee-client-organization relationship to be successful and endure through generations, it is imperative that our organizations share common core values and operate in accordance with them.

			The life insurance industry is a noble industry. Life insurance can protect a family in the event of the death of a key bread winner or provide a way to transfer assets to family members or charitable institutions, or fund benefits and facilitate owner succession in a business setting. Life insurance is a promise by an entity of a payment in the future at one of the most difficult moments in the life cycle of a business or family. It is a contract of utmost good faith by both parties. Consider the challenges an insurance company must navigate as it sells a policy to a twenty-year-old, guaranteeing a long-term product that often assumes that a claim settlement may not be necessary for possibly sixty or seventy years. The insurance company must bear the risk of economic, societal, and regulatory change as well as medical advances, technological changes, etc. to meet the purchaser’s need for financial security far into the future. It is long term, and it is values based. We may live in an instant-gratification society, but when it comes to entrusting a company with my family’s or business’s well-being in my absence, I admire an industry that will endure and be there when I need it most.
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