
16 Lessons in
16 years



OVERVIEW
We have certainly learned a lot over the last 16 years! Our services, products, and minds have evolved in an effort to constantly add value for our 
customers and empower our employees. Looking back now, it feels crazy in some ways that we started Zelus back in 2004. On the other hand, 
gosh how time has flown. 

While leading the company we have become parents and grandparents, seen our employees get married and have been fortunate enough to 
witness personal evolution time and time again. And learned to wear masks, wash hands over and over, and social distance.

As we reflect back, particularly as female entrepreneurs, we are thrilled to share the top 16 lessons we have learned over the past 16 years! We’ve 
certainly learned a lot more than this and are always thrilled to share our knowledge with other women, entrepreneurs, and our customers. If you 
have any questions or feedback, we’d love to hear from you.

16 TOP LESSONS FROM 16 YEARS OF WOMAN OWNED BUSINESS
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MAKING PAYROLL IS A WONDERFUL THING; AND IS 
NOT TO BE TAKEN LIGHTLY.

DON’T APOLOGIZE FOR BEING SMART.

It has not been easy. But we have made payroll every 2 
weeks for 16 years. It requires hard work, focus, and putting 
your employees first.

Hold your head-up and speak-up. Share your knowledge with 
others and you will gain respect.
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A WOMAN’S PLACE IS WHEREVER SHE
WANTS TO BE.

HAPPINESS REQUIRES A TIGHT HOLD ON YOUR
MORAL COMPASS.

Carol started working in a business office in 1981, a long 
time ago. Times have changed; maybe not as much as they 
should. Women still need to fight for everything they deserve. 
So Believe in Yourself and Toot Your Horn; and Oh the places 
you can go. 

You know that feeling in the pit of your stomach when you 
did not quite behave the way you wanted. It will just fester 
if you don’t follow your moral compass. Being successful in 
business is a valiant goal; but not at the expense of who you 
are and what you believe.
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6 OPEN MINDS LEAD TO BETTER RESULTS.

BEING STRONG DOES NOT MEAN BEING UNKIND.

The strongest people we know don’t back down from difficult 
conversations. They approach the conversation with kindness, 
an open mind and with the other person’s interest in mind.

If you want to get better results, be open to new ideas. 
Never stop learning. It is the best way to grow.



A WOMAN NEEDS TO WORK HARDER TO
GET A PLACE AND KEEP THAT
PLACE AT THE TABLE.

BE BOLD. DON’T BE AFRAID TO SAY
SOMETHING STUPID.

It is assumed a man belongs at the table; and 
that a woman does not. So be bold, show your 
skills, and take a seat. 

Have confidence in yourself. You are smarter than 
you think. Confidence comes with speaking up 
and not holding back.
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YOU ALWAYS KNOW WHEN YOU ARE

DOING THE WRONG THING. 

No matter how you rationalize it, you know. Often our clients feel this way too, and we help 
them navigate the waters and get them to a better place, where they’re doing the right 

thing and meeting the business objectives at the same time.
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INSULTS ARE OFTEN MADE OUT OF
FEAR OR ANGER.

DISAGREEMENT CAN BE EXPRESSED WITH RESPECT. 

Once a CMO called me honey, in a condescending way. Turns out he was angry that his boss asked us 
to help him improve the performance of his department. I ignored the insult. Treated him and his team 

with respect. We have been friends for almost 20 years now. 

We call it a ‘Respectful Challenge’. Our Congress and Senate would be far better off if they could learn how to 
respectfully challenge ideas; and listen to each other to come to a compromise.



THE BEST SOLUTIONS ARE OFTEN
CREATED FROM DIFFERING OPINIONS.

SMART PEOPLE DON’T NEED TO TELL 
PEOPLE THEY ARE SMART.

Understanding why people differ in their opinions 
can lead to a deeper dive into other perspectives 
on the same issue. Things you never thought 
before. Thought and collaboration can lead to 
amazing solutions.

Beware of the braggart of intelligence. Smart 
people never have to convince others that they 
are smart. Everyone knows it as soon as they 
open their mouths.
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THE GOLDEN RULE ALWAYS APPLIES.

Do unto others and as you would have them do unto you. Imagine what the world would 
be like if this is how we all lived. 
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PEOPLE BUY SOLUTIONS TO PROBLEMS FROM PEOPLE THEY TRUST.

Be likable, friendly and respectful. AND listen to the problem, and thoughtfully exchange resolution 
ideas, even if you know it is not what the client may want to hear.
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CONTINUALLY MAKE CONNECTIONS TO MOVE YOUR BUSINESS FORWARD.

Connections and conversations with the right people is what makes or breaks a business. But, 
how do you know who the right people are. You often don’t. So think about what you offer and 
what your business needs, and reach out. You may make a life-changing business or personal 

connection. You never know where your next client, vendor, friend or colleague may come from.
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Carol is a seasoned executive with over thirty years of experience in 
both private industry and consulting. Carol has worked with various 
clients to improve their operation by reducing costs, increasing 
revenue, and improving efficiency. Carol’s private and consultative 
career includes working across various industries, such as Health 
Insurance, Insurance Brokerage, Manufacturing, and Government. 
Her work has always focused on improving the member experience; 
especially in the contact center.

Carol is instrumental in defining and executing Zelus’ mission to guide 
companies in operational strategy development, implementation, 
learning and change management to deliver sustainable, measurable 
results. Carol has spent much of her career focused on the improvement 
of performance operationally through process change, system design 
and implementation, and people improvement by driving change 
through training, coaching, and performance management.

The Zelus approach has collaboration at its heart. Carol leads teams 
to work with clients to evaluate their core operations to precisely 
appraise business process, organizational design, and management 
effectiveness to develop actionable, results-oriented business 
outcomes.

Carol was a member of the Honors Program at Boston College and 
holds a Bachelor of Science in Business Administration. She is a 
Certified Professional in Talent Development (CPTD) from ATD.

An expert in operational performance and excellence, Jenny has 
over 20 years of experience developing and implementing innovative 
operational strategies to improve overall business performance 
and utilization. Jenny leads engagements with clients in the Health 
Insurance and Insurance Brokerage industries. Her functional 
expertise includes customer service, correspondence, claims, medical 
management, enrollment, brokerage servicing, policy management, 
underwriting operations, requirements development, and information 
technology.

In collaboration with executives and their teams, Jenny focuses on 
developing strategic recommendations that positively impact the 
customer experience by vastly improving internal processes and 
management. Jenny leads instructional design teams, develops 
member-centric operating models, best-in-industry training, and skills 
development programs. In both off- and on-shore projects, Jenny has 
experience handling aggressive ramp up timelines including 30-day 
implementations.

A recognized Project Management Professional (PMP), Certified 
Professional in Talent Development (CPTD), and a Lectora Certified 
Advanced Author. Jenny was a member of the Honors Program 
at Babson College and holds a Bachelor of Science in Business 
Administration.

CAROL FAHY JENNY GRAHAM

Sixteen years ago, we made a huge leap to start Zelus. We knew we could deliver a better experience for clients. One where we provided an 
experienced team that was more collaborative, more approachable, and more focused on client success. We imagine a world where every 

employee knows how to deliver an exceptional customer experience. 

Today, we still believe that an efficient and effective Operation buoyed by the right technology drives customer satisfaction, employee satisfaction, 
and fuels growth. But building and maintaining this platform in today’s fast-paced world is not simple. It requires a focus on Design Thinking, Driving 

Adoption, and a Continuous Learning Approach. We help our clients embrace and leverage these concepts to get things done!

We are proud to be a woman-owned, small business focused on creating customer delight for our clients through a well-balanced and sensible 
operational approach based on streamlined process, engaging learning, and implementation expertise.
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We imagine a world where every employee knows how 
to deliver an exceptional customer experience.

VISION MISSION

OUR SERVICES

ABOUT ZELUS

We create customer delight for our clients through 
a well-balanced and sensible operational approach 
based on streamlined process, engaging learning, and 
implementation expertise.

ZELUS HAS BEEN SOLVING COMPLEX OPERATIONAL PROBLEMS, 
TRANSFORMING BUSINESSES, AND HELPING DELIGHT THE CUSTOMER 

SINCE 2004.

We provide a full spectrum of services for customer-facing roles in complex industries. 




