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D
value of the business beyond net asset 

backing including other intangible assets.

Accounting aside, goodwill also has 

a marketing element to it. I guess you 

can say it is one of the things that sways 

a customer to stay loyal to a brand. The 

customer feels goodwill (and a sense of 

connectedness) towards the brand, the 

company and the values they stand for. 

For whatever reason they perceive their 

relationship to that company has a value 

to them because of how the company 

behaves and acts toward them, deals 

with (often social) issues important to 

the individual and other customers in 

general.

The ‘pay it forward’ concept was and is 
simple. If you are the beneficiary of a 
good deed, repay the favour not to the 
original benefactor but to others instead. 
In the movie the central character is a 
young boy and his concept (as part of a 
school project) is to return the favour not 
to one person but to three, who each in 
turn return the favour to another 3. It 
was a movie that resonated with many 
people and for a time had a measurable 
off screen impact where many people 
were kinder to one another.

It was what I understand to be real 
good will and due to its personal 
nature in many ways quite different 
to donating to a charity, worthwhile 
in itself, and another way of helping 
others in need of assistance. I reckon if 
there is an inspiration for this it is all the 
self less people working on the streets 
and in homes looking after people who 
no longer fit in with the shiny glitzy 
homespun image that we like our world 
to be. They are the absolute bedrock of 
the society goodwill … there can be no 
doubt.

For those of us with a business 
background the term ‘goodwill’ is 
commonly associated with accounting 
and represents a special type of intangible 
asset. In simple terms it represents the 

Driving from home to work and back 
again each day gives me time to do some 
musing. Forty minutes at least each way, 
so I think about what I might write, 
about what’s blabbing on the radio and of 
course what’s happening or will happen 
or needs to happen at work. And a lot of 
the time I think the road sets up my day, 
whether it is the conditions or the driver 
attitude. We travel along those roads 
with a feeling of anonymity, we follow 
in most part the rules we were taught. 
And we survive mainly I think because 
the drivers are kind and have manners. 
Every so often a rogue drives like a 
maniac, and thankfully the rest of us 
look in despair rather than joining them 
in their arrogance.

There are days that I feel a bit 
despondent about the industry as a 
whole, indeed the country or the world. 
But most of the time, I muse that it just 
will be better and that the people I work 
with and for, have all the best intentions. 
This is of course not always true, and 
there are dark pages in my history, yet it 
is always a surprise that the glass was not 
full, that someone had just drunk it all 
and left.

About a dozen or so years ago a movie 
called “Pay It Forward” really lit up 
the media and community for a while. 
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to be at the core of all transactions.

The feeling that everyone else is out 

to get you, and that “trust no-one” is 

the safest option speaks volumes for the 

erosion of social, personal and corporate 

standards. It is indeed a sad state of 

affairs.

In this modern age “Good Will” 

is supposedly manufactured. Once 

upon a time it was earned. Nowadays, 

companies and owners stating on their 

Twitter accounts & Facebook pages what 

a wonderful ethic they have. Sorry but 

to this old duck it is hopeless. Unless 

you walk the talk there is NOTHING. 

Zip, even a negative value. Once you are 

exposed as a fake, then all is lost. Think 

Energy Watch CEO Ben Polis, how 

he looked SO good then just got too 

arrogant. When the curtains finally fell, 

it was obvious he believed in some things 

that are best left in the toilet at home. 

At least he revealed himself and some 

PR and Law firm did not hide it from 

us. That was the end of that little rise 

in fame and cash. Who knows or cares 

what he does now, but he is likely to be 

pursued by the media if his head does 

pop up from his gopher hole.

Saddest part is that the downfall came 

from one person, the CEO albeit, but his 

lousy actions brought the house where 

lots of people resided, down.

Just trying to look good, 

manufacturing a persona of charity and 

community thoughtfulness without 

understanding what is good is madness. 

Absolutely it is arrogance, but in a 

commercial sense it is suicide. Piss off or 

bully your employees and they will sting 

you back once they get the chance. One 

sees a few employees that appear to have 

Stockholm syndrome. They appear loyal 

and true blue, yet a bit sweaty. They poor 

things are asked to do stuff that they 

would (I guess) normally find abhorrent, 

but the task their manager gives them 

is now couched as “business” this is the 

way business is done as if business is not 

bound by the ethics and morals of the 

society it is in. And we understand, there 

is always the threat of no job, and the 

house coming down.

Back to driving around as an excellent 

value rises. Customers will go to them, 
trusting they will be listened to and the 
best solution to their circumstances will 
be offered, not the one that best suits the 
company.

Unsurprisingly, goodwill isn’t 
generated overnight. It takes time. It 
should also come as no surprise that in a 
society increasing focused on short term 
thinking and results (think 24 hours 
news cycle, cashf low/quarterly profits/
daily share price movements/annual 
bonus etc) that longer term strategies 
and ethical behaviours that don’t provide 
immediate results may be ignored.

In the real world 
corporate and individual 

goodwill, like a good 
reputation, is hard to 

earn and easy to lose.

We can see that quite a few 
Corporations have eroded their goodwill 
in the last few years, none less than some 
of our banks. Bank used to be a pillar of 
our society and trusted. Today the joke 
is that bank has become a 4 letter word. 
Once upon a time we knew the tellers 
pretty much on a personal basis. Most of 
us, when advised by our manager, at least 
thought that they were meaning well for 
us as individuals. But all that fell away 
when our friendly tellers were sacked 
or had a quota of insurance policies to 
sell each week. We were bombarded 
with the bank version of “fries with 
that”? Then more recently we found 
that all those advisors trying to assist 
with our fat super payments were just 
sizing us up for a good roast lunch. We 
were just chunks of meat, rich meat, but 
still just something to carve up amongst 
themselves.

A number of the people caught in 
the recent banking and financial advice 
debacle have been seriously damaged 
financially and personally. For those of 
us fortunate enough not to have been 
caught up in it, there has been a sense 
of relief of having ‘escaped a bullet’. 
Regardless, it should be a wake-up call 
for all of us that ethical behaviour needs 

While not a member of Rotary, 
I like their moral code for personal 
and business relationships. It neatly 
summarises an ethical framework in four 
simple questions of 24 words for how to 
think, say and do:

• Is it the truth?
• Is it fair to all concerned?
• Will it build goodwill and better 

friendships?
• Will it be beneficial to all concerned?

In the real world we all know that 
corporate and individual reputation, 
is hard won and easily lost. Creating 
goodwill (and reputation in the process) 
can be as simple as conducting oneself in 
a consistent and ethical way. Companies 
with a strong and highly ethical 
corporate culture generate goodwill 
in the way they do business with their 
customers and suppliers and equally how 
they treat and value their employees. 
I am not a religious or even spiritual 
person, and the whole karma concept 
doesn’t quite gel with me. However what 
goes around comes around does, and 
once a company or person burns enough 
(say in this industry) suppliers and 
manufacturers, then a slow death must 
be inevitable unless they run offshore. 
Reputaion counts for a bloody lot and 
the industry is too small to just keep 
burning and moving.

Of course, goodwill alone won’t pay 
the bills, so there needs to be a balance 
that takes into account the need for 
profit and cashf low. Too often however 
the modern CEO (particularly for listed 
companies) is obligated to short term 
strategies for improving the share price 
or profits. So, in the modern corporate 
world it should come as no surprise 
many businesses seek to improve their 
own position to the detriment of their 
suppliers and customers. It goes without 
saying that a ‘dog eat dog’ mindset isn’t a 
good starting point for building healthy 
relationships of any kind.

The best companies create goodwill 
almost without apparent effort just by 
being themselves and behaving fairly, 
honestly and equitably. They get really 
well known and most importantly 
trusted, and thus by evolution, their 
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making as bigger a margin as possible 
by any means. Using PR and Twitter 
to manufacture this can only last until 
someone blows the whistle. And then the 
dogs begin to bark.

In this season that I really hope that 
will extend out of the 5 days over the 
end of December and will become all 
day, year, just think of your customers 
and suppliers and treat them with 
manners.

Have fun though. Marg

marg@syndet.com.au
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If there was not still an astonishing 
amount of good will on our roads then 
we would all be dead. Like all good 
drivers I have been taught to drive 
defensively which is almost ‘assume 
nothing & trust no-one”. It has saved 
me a number of times from nasty crashes 
and at the same time makes me really 
appreciate anyone who drives with 
manners and thoughtfulness to other 
road users. Experiencing that makes 
me feel part of the herd community 
all looking out for one another rather 
than alone in my metal box fighting 
off the predators or being a warrior 
in some dumb way. For that reason I 
really attempt to pay that measure of 
community forward as much as I can, 
because I feel so much better. And, as I 
said before I do believe at least, “what 
goes around, comes around”.

So off the road and back into the 
workplace.

Working on the good will of a 
company just has to be more than a 
“business”, whose only effort goes into 

example of good will and pay it forward. 
There are road rules, stay to the left, 
drive at the right speed and obey signs 
and instructions. Yeah we will be 
punished if we don’t do the right thing ... 
nope ... only if we are caught.

Is this fear of being fined or losing 
the right to drive enough? I guess it 
is for some and the motivation for not 
speeding, but I think the roads are 
worsening because our fear of being 
caught is diminished and our manners 
of decency are being watered down 
when we don’t get our good manners 
reciprocated.

Think of a really good trip, when 
motorists allowed you to merge without 
angst and you put up your hand to thank 
them.

Then there is that arrogant or idiot 
motorist who cuts you off. What a 
different feeling that is. And where did 
it get them? Not far, particularly when 
they are in a corporate vehicle, and you 
make at the least a mental note not to 
deal with that bastard ever.

MARG SMITH is the owner of Syndet Works 
– an Australian company established in 1984 to 
formulate and produce soap free skincare bars.  
Syndet has developed an enviable reputation for 
custom formulated and manufactured skincare 
that now extend well beyond the origins of the 
business.


