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Getting Results Every Time – The Performance Paradox 
Whitepaper for Chief Financial Officers and Finance Leaders in the Financial Services Industry 
by Deirdre Hughes, Strategy and Market Research Director at Support Financial Resources 
 
 

As the Chief Financial Officer, you have a great deal of responsibility for the financial stewardship of the assets of the 
organization, you have to continuously evaluate decisions through the lens of fiscal responsibility and help other leaders 
weigh the consequences of their decisions based on the impact to the financial wellbeing of the organization.  

In many ways, you are the guardian of the future of the organization. Although recognizing that you have to have a 
proactive strategy for growth, you also have to guard against overspending on future bets for performance. Your model for 
making decisions has to become a cornerstone for the organization, if it is to continue to prosper.  

There are many quick fix technology bets that promise significant lifts in performance and many ways to reduce cost 
through quick hit, cost-cutting measures, but you recognize the potential danger in going too far down either of those 
slippery slopes. What is needed are practical steps to improve performance in the short and long term with proven 
methodologies for success.  You need allies in your leadership ranks who know how to effectively drive performance at 
the top line with revenue growth, and continue to find ways to reduce expenses while growing. 

As you know from your experience, many things affect this performance, including the macroeconomic climate, business 
lifecycles, capital investments and more.  But what you also know is that the tried and true effectiveness of performance 
management, clearly linked to the financial goals for the organization, is the longest, most proven method of success.  

The question you must ask yourself is: “Why is it unclear to the operations leaders that they should make achieving 
financial goals the measure for successful performance in their organizations?”  If you ask most operations leaders, that is 
exactly what they strive to achieve. The problem is that although they know what the end goal should be, they are unclear 
of the methodologies to get their teams to create the consistent, forward-moving momentum in the process in order to 
achieve it.  

This is why you will often see stops and starts in 
the process; because operations leaders, like you, 
focus on and puzzle over results and try a variety 
of methods to achieve better results.  This, of 
course, leads to a variety of results across time. 
This is the paradox of leading by results: If you 
try to create a results-based organization with 
clear results, but unclear or inconsistent 
methodologies in approach to performance, 
you will always get a mixed bag of results.  

What is required is to recognize the need to link 
performance results back to the science of human 
behavior in a very specific, measurable way.  There are a few givens in leading successful operations; in order to achieve 
sales, growth and profitability targets, there has to be a very clear plan for actualizing this through the existing and future 
customer base. All organizations depend upon their customer base for growth and profitability.  Functional groups have 
clear goals on increasing transactions, average dollars per transaction, share of customer wallet, products per customer, 
average visits per customer, etc.  

Because growth and profitability depend upon engaging and actualizing customers, the clear focus of performance 
science in the organization has to be centered on what drives this engagement. The secrets to success are the key 
elements in their decision making to stay with an organization, to grow their transactions with that organization, and to 
refer others to the organization.  Simply stated, what drives customers to Retain, Repeat and Refer?   This is what 
Support Financial Resources calls the R-factor. 
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We have leveraged PhD research that identifies the key behavioral dimensions that an organization must bring to life to 
impact and drive the R-factor.  Through a laser beam focus on these elements of the R factor, we have aligned the key 
behavioral dimensions that directly impact retention, repeat purchase, and referral from customers. These are the keys to 
growth for any organization.    

These dimensions illustrate the path of transaction, to interaction, to relationship building and growth through a series of 
behaviors in the right order.  This sequence of behaviors has proven itself through Harvard Business Review’s model on 
the service profit chain and we have done industry-wide research to prove the link of these behaviors to customer 
engagement and growth – specifically Return on Assets (ROA).  

Having the ‘answers to the test’ is only helpful in pointing the way forward. What organizations need is something to guide 
their way and teach them how to navigate on their own.  This is where having a S.M.A.R.T. suite of tools linked to the 
behavioral dimensions is an invaluable resource.  You need to have a toolkit that not only spotlights where to go and why, 
but measures this behavioral performance at the individual level to coach for specific measurable improvement. You need 
to link specific behaviors to actionable improvements in performance which, in turn, has specific impact on the customer 
experience. 

 

We have consistently created service leaders and frontrunners in overall financial performance for the industry.  We have 
been invited by Callahan & Associates to participate in joint industry research (see attached) that links improvements in 
the R-factor directly to the bottom line. 

You are a critical strategic leader in the long-term sustainable success of the organization, and we can help create a clear 
roadmap for growth and profitability through behavioral performance improvement.  

Call today to schedule a brief, free webinar with the trusted partners at Support Financial Resources and learn how to 
increase your growth and profitability.  
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