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THE INVISIBLE TAX

Why better technology cannot fix a disconnected organization -
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Technology is the tool. s
Coordinated human action is the work.

——= THE STORY BEHIND THE MODEL —

§ THE CUSTOMER JOuRNEY { eYTHE HoTEL <

The customer never saw the handoffs. The dashboards transferred.
Connection moved the answer. The relationships did not.

Context moved the meaning. A system can move information
Coordination moved the customer. without moving shared understanding.

s

customer ) (sacesperson’) ( TechwicIAN warenouse ) ( casie )

Y Two Leapers S REMOTE_TRANSFORMATION

Same institution. Two coordination economies. Relationships became our operating infrastructure.

Relationship capital moved context before the request. When formal routines broke,
Scorched earth added repair work to every handoff.
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Function to function | Executive to team i Organization to customer i Human to agent
e = Meaning, authority, and trust must cross every boundary the work crosses. ———-------—---————--- =)
ﬁ
[ — THE EXTERNAL TAX — ) —= THE AT QUESTION — i
Your customer should not have to coordinate AI can remove coordination—or relocate it.
| 104 Orgevization for you. " _[omw ] || @ WEEIEES | a7
! i > T v Handoffs i § v Exceptions®
O = ' v queues i v Jjudgment
k-2 ioff y - v Ssearch i  verification

v routine admin 7 v accountability

Inside: waiting - rework + duplication - escalation Outside: repeat + reconcile - verify - escalate >
automation removes a task. What else does it remove? — —

The same tax. A different boundary.

Every



£ . BRMCONNECT KEYNOTE COMP, AM/k Keynote Infographic + Page

THE SEAM FIELD GUIDE

Repair one seam before buying more capability.
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and still move?

@ Are we pursuing Do we mean
the same outcome? the same thing?

direction < s decision rights

v A tool placed on an unresolved seam usually makes the seam faster—not healthier. 9
' =Y - W
3 3. REPAIR THE MECHANISM
The same symptom can have different / d PURPOSE
\ Y aene | SNY Y (@ triees
EEs le 4 7 RELATIONSHIPS
.@ ) Build the depth the seam
a & & S requires.
Capability A Authority, workflow, DECISIONS
is missing. = W or incentives are wrong. Clarify authority, quardrails,
- U “ 2
7 /8 and exceptions.
= é‘ RELATIONAL
( Trust or shared : . ABSORPTION
[ﬁ context is thin. ' &  Integrate capability
EVIDENCE ”  into real work.
| waiting + rework « verification « escalation + adoption gaps “""Mo_r; _C_o;;,;n};ﬁ;; i e
| Inspect the seam before choosing the intervention.  J\ when the mechanism is unclear. j
4. MATCH RELATIONSHIP DEPTH To THE WORK e /s y
Not every seam p 4 '
needs a partnership. " Relationship g y i '
B T Y. / Increase depth as ambiguity,
A . VY dependence, and consequence rise.
\ J

REPAIR ONE MECHANISM

Purpose, relationship,
decision, or absorption.

@ MAP ONE SEAM @ MEASURE ONE SIGNAL
Choose a consequential —-=7 Waiting, rework, verification, __.>
i J  outcome. or escalation.

S

y Ask one question: e s
What did we make peaple repair this week?” b
'-’ : ’.———"'— - &

" Trace the repair upstream—to missing context, authority, capability, or trust. Qg
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