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and collaboration both with peers. An added benefit? Research has shown that
cultures where humor plays an important role have increased shareholder returns of

19%.
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By Jackie Kolek

If you work in a client services profession — for instance, an accounting or consulting
firm — you understand that you need to wear many hats (at least to be successful
within the company). But, what some may not understand prior to entering the
business, and ingratiating themselves in the day-to-day, is that you also need to try

on many different personalities as well.
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Of course, thisisn’t on the level of James McAvoy in the movie Split — employees
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With all of that said, it can be difficult to maintain one holistic culture separate from
clients. Fortunately, this is something an agency and/or firm can cultivate through
different actions, including using humor and levity (when appropriate) as a way to

build bonds, strengthen empathy and enhance “chameleon-like” capabilities.

This not only creates closer client relationships, but also fosters a sense of teamwork
and collaboration both with peers. An added benefit? Research has shown that
cultures where humor plays an important role have increased shareholder returns of
19%.

Here are a few ways in which humor not only enhances culture, but builds strong

employees on an individual level as well

* Betters listening skills.

e Humor, due to the connective nature required, encourages active listening.
People not only have to listen intently to what others are saying, but continue
the conversation in a relevant and engaging way. This not only makes people
better listeners, but encourages them to be better conversationalists and
creatives as well. They can read the room and therefore understand the needs
those within the room as well, including colleagues, employees and clients.

e Magnifies leadership skills.

e Ultimately, leadership skills are rooted in finding common ground, and the
ability to adjust based on what any given audience wants or needs. In any
given moment, it’s about reading the room and pivoting when need be. This is
exactly the same as comedy, except as it relates to improv. These kinds of
“redirecting” leadership skills —including those that take bits and pieces of
input and strategies to make one, cohesive plan — all which can quite directly
stem from humor training, can be the reason an agency wins (and keeps) new
business.

e Builds resilience.


mailto:info@cpapracticeadvisor.com

e Takinginto consideration lingering and latent after-shocks of the pandemic,
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Overall, the most important skill that can be learned from humor is the ability to
recover (and subsequently excel) from failure; to take things that have gone wrong,
and right them in the future. In client services, this can be spread across an agency or
company and applied to both new business and future clients, and ultimately

become part of the fabric of the company.

And while the above aren’t the only ways to maintain culture in a client services
business, they are certainly helpful in providing a foundation to do so. Using humor
as a bedrock for all staff to stand on, during both times of success and times of
disruption — and despite a deluge of different clients with different personalities and

values — guarantees a way to always bring them back “home.”

As Chief Innovation Officer at Peppercomm, Jackie Kolek is responsible for identifying
challenges and opportunities clients are facing and developing new solutions and services to
help them mitigate risks and capitalize on changes to drive their business forward. Kolek
leads key client accounts and drives new business acquisition. She currently leads the firm’s
financial and professional services sector, developing and executing fully-integrated
campaigns including media relations, social media, content development, content
marketing, experiential and crisis communications, particularly within highly regulated

organizations.
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