
The student looked perplexed: ‘But how can we build the right relationships with the 
right people when we ourselves are so filled with the insecurities of needing to have their 
business?’

‘It is a worthy question,’ replied Yen Tzu. ‘For most merchants suffer from hidden 
agendas of insecurities, anxieties, desires and hopes. And indeed this is the challenge in 
building right or any relationship that we are seeking to build: Because such insecurities 
make us reserved, shy, suspicious and cynical towards others that we meet for the first 
time. Apart from the hugs we dutifully give relatives in appreciation of their gifts at 
Festivals, we are basically backward in coming forward in respect of our affections 
towards others. 

‘We reserve our warmth and affection for those who are very close to us, with reserve 
being the key word, for even then we never consider being too demonstrative. After all, it 
isn’t the done thing. How is it possible, therefore, to focus on being customer-oriented and 
develop strategy to build long-term relationships, when we can’t often be spontaneous 
even with those we love?

‘The fact is that our lives are given true value for what we do for others and our 
relationships with them. I will illustrate with a story.

‘Even with the shortcut Merchant Kung had taken to C’hu it was still an arduous journey, 
so when he found a tranquil spot to rest he had fallen asleep almost immediately. Yet 
Kung was soon awoken with a series of alarming husky growls.
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‘By the gods!’ he exclaimed, ‘what devil is that?’ as the angry roar continued. Adrenaline 
soothed his immediate panic as he braved himself to investigate further. It seemed that the 
roar was not approaching; rather it was changing to one of a crying roar. His search led 
him to a clearing where he saw an enormous bear caught in a vicious bamboo trap.

‘Fearing for his life his immediate thought was to flee, but upon hearing the bear now 
whimper, he stopped in his tracks. Summoning up all of his courage, he began to speak 
consolingly to the bear and noticed that the bear’s big brown eyes were full of pleading.

‘What he did next, however, would make him wonder for many years what had ever 
possessed him to do so. Perhaps it was because the creature seemed to sense his genuine 
compassion, that it allowed Kung to get close enough to remove the trap. Immediately he 
had, the speed of the bear took his breath away. In an instant the bear held him in a life-
threatening hug. 

‘Expecting his body to be crushed at any moment and torn limb from limb, Kung realised 
how reckless he had been. Then just as quickly, the animal released him, sniffed him, and 
limped across the clearing and disappeared into the heavy foliage. Kung, however, saw 
the bear’s eyes in his dreams for many weeks, for it had been thanking him, not hurting 
him.

‘Ten years later, Kung was visiting C’hu where his cousins had a surprise for him. ‘From 
your old story, cousin, we know how you like to fight bears!’ they teased. ‘Come, we are 
going to see Keeper Lok who is visiting with his bear show.
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‘Kung was appalled at the state of the mistreated creatures that had obviously been 
whipped into submission, with their teeth and claws having been painfully pulled. During 
the show, one of the larger bears suddenly raised itself to its full height and sniffed the 
air, as if recognising something. As it did so, Keeper Lok viciously pulled on the chain 
running through its nose ring causing it to roar with pain. 

‘Perhaps because the beast could no longer take the cruelty inflicted, it drew on its final 
spirit and with an enormous growl from its toothless mouth, tore itself free. With blood 
spurting from its ripped nose it rushed at its cruel keeper, squeezing the life out of him in 
seconds.

‘While the mesmerised crowd panicked, Kung stood absolutely still. The eyes that had 
already searched him  out were not pleading to him this time, they were thanking him. 
Having recognised Kung’s scent, the bear had gained the courage to free itself this time. 
Within moments the great bear had lumbered away seeking its escape.

‘Kung knew in his mind that the bear’s freedom would be short-lived, that it would be 
hunted, caught and destroyed. But in his heart he knew that the unconditional service he 
had performed for the bear had atoned for the seemingly malicious ways of Mankind in 
the eyes of the bear. 

‘The bear had never forgotten him and taken strength from his kind act of long ago. Kung 
himself, since his encounter with the bear long ago, had formed the habit of providing 
unconditional service towards others, despite their growling. Since that day he had never 
been afraid, nor considered it a weakness, to show kindness or serve another.

‘The experience had taught him, above anything else, that with all relationships there was 
risk; but it was a risk worth taking. In the last ten years he had met with peasants, Dukes 
and Marquises. He had even conversed with the Emperor. But all of them he had looked 
upon the same in his heart, knowing that every person was a living creature that wanted 
above everything to feel valued, regardless of their station. 

‘By understanding that absolutely no-one is in our life by accident, 
we can begin to accept that human relationships are part of why we 
live, as only through them can we grow and awaken. Some people 
offer us larger lessons than others, giving us the opportunity to 
become more tolerant, accepting, and understanding.’ 

‘An interesting lesson indeed!’ said the student as Yen Tzu ended his 
story. ‘Yet surely the Dukes, and certainly the Emperor, were more 
deserved of being valued?’
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Yen Tzu nodded. ‘Another good question and yes, it is true that the older Dukes 
demanded to be respected more than the younger peasants and understandably so. 
Because the years of dealing with merchants had made them more discerning and many 
had fought hard to achieve their position. And is it not so that when people do not 
demand respect then the tendency of the merchant is not to grant it? Or when the peasant 
shows no appreciation for being valued then the merchant will not be inclined to make 
them feel so? Yet this is the wrong path to take. Better to value everyone that enters your 
place of business or seeks you out for service. And vital that you value and respect 
everyone you set out to attract into your place of business or seek out to deliver service 
to.

‘In the arena of commerce, merchants are increasingly aware of the truism that customers 
don’t buy companies or products, they buy people. However, the clear signal sent to the 
customer is continuously at odds with this. Customers are still treated as a means to an 
end and they know it. Most companies do not know how to be customer focused, or build 
long-term relationships, because the majority of people do not know how to serve. The 
only way to serve is to want to serve. But how many really can do this, when the belief 
that serving others is tantamount to being servile is so entrenched? 

‘People will not generally help others unless there is something in it for them. Indeed it is 
so rare, that when it happens it can become headline news. In showing interest to buy 
from a commission-only salesperson, he or she begins to warm to us. When that interest 
does not spark, there is coolness towards us. When we do receive good service from 
others it really does make our day and we tell the world about it because it is so rare and 
unexpected.

‘Without question, the ability to provide unconditional service towards others is the key 
requirement for success in business and in life. This means knowing how, and wanting, to 
develop strong relationships regardless of outcome. 

‘Unconditional service means to do what you do regardless of whether you receive a tip, 
payment, praise or recognition. Perhaps because of its heritage, our culture is 
predominantly inclined towards the need to be right and superior, rather than towards 
providing good service, which is considered subservient. That is why the customer is 
reticent about complaining, because it requires confrontation with the person serving 
who, inherently resenting criticism, feels the need to put things right according to the way 
they see things. The person considered difficult is the person who complains.

‘Developing long-term  relationships is not about scoring points or doing favours for 
others in order to get them on our side. It is not about building a bond based on regular 
custom. It is about wanting to build success by helping others become successful.’

Copyright © Colin Turner. All rights reserved. 
No part of this publication can be reproduced or stored in any form or by any means without express permission.

For any copying and use purposes please Contact@ExpertTrustedAdvisor.com

mailto:Contact@ExpertTrustedAdvisor.com
mailto:Contact@ExpertTrustedAdvisor.com

