
04 |     Frustration Factory: How to Fix Friction Points for Good 

If your business feels like a non-stop game of Whac-A-Mole—fix one problem, and three 
more pop up—you're not alone. That’s the power of friction points at work. They’re the 
sneaky speed bumps that slow you down, jack up your stress, and sabotage your vision. 

Let’s break it down and fix it. 

 

   What Is a Friction Point? 

A friction point is anything that blocks, delays, or screws up your path to success. It could 
be: 

• A confused employee, 

• A broken process, 

• Or a system that was never built in the first place. 

Here’s the hard truth: most friction points come from people. But don’t reach for the pink 
slips just yet—because most people problems are really system problems in disguise. 

 

    The Real Problem Isn’t People—It’s a Lack of Systems 

Every person shows up to work with a unique backstory, worldview, and personality soup. 
And then we throw them all into one blender called “your company” and expect magic. 
Newsflash: that’s a recipe for chaos. 

Ask yourself: 

• How do I get my team to care like I do? 

• How do I get predictable results every time? 

You don’t. You build systems that do. 

 

         Want Proof? Look at McDonald’s 

Teenagers run that place. And yet, a cheeseburger tastes the same in Kansas as it does in 
New York. Why? 

Systems. 



McDonald’s doesn’t depend on passion or talent. It runs on tested, documented, 
repeatable processes. That’s what your business needs too—your own version of 
operational guardrails. 

 

    From Chaos to Consistency: Your System Strategy 

Let’s say you’ve got 10 employees doing the same task 10 different ways. You’re managing 
personalities, results, and customer complaints one at a time. That’s exhausting. 

Now imagine one documented process that everyone follows. 

• One standard. 

• One outcome. 

• One point of control. 

That’s the difference between herding cats and running a business. 

 

     How to Eliminate Friction Points in 3 Steps 

    STEP 1: Diagnose the Problem (Without Losing Your Cool) 

Before reacting emotionally, ask: 

• Is this people-related? 

• Is this a system breakdown? 

• Is this a random freak event? 

Be honest. Be objective. Take your ego out of it. 

 

        STEP 2: Find the Real Fix 

• If it’s people-related: Is there even a system for them to follow? If yes, are they 
ignoring it? Is their manager helping or hiding? 

• If it’s system-related: When was it last updated? Is it clear, documented, and 
followed? Get input. Test. Retest. Improve. 



• If it’s a random event: Empower managers to handle exceptions. Don’t over-
engineer for outliers—but don’t ignore them either. 

 

   STEP 3: Don't Default to Firing or Hiring 

Two classic traps: 

1. Fire the person instead of fixing the process. 

2. Hire more people instead of solving the root issue. 

Both are lazy (and expensive). Dig deeper. Most problems can be fixed by building a better 
system—not adding bodies or booting someone out the door. 

 

        Your Job as a Leader: Build Systems, Not Excuses 

Your company needs: 

• Systems that are clear 

• People who are trained 

• Managers who solve exceptions 

• And a culture where mistakes become learning fuel 

Friction points aren’t failures. They’re opportunities. 

Just ask the IBM exec who blew a million bucks and tried to resign. His boss said, “Why 
would I fire you? I just spent a million dollars training you what not to do.” 

 

   Reflection Question 

What’s one friction point in your business you’ve been avoiding—and what system 
could solve it?  

 

         Quiz: Are You Managing People or Managing Systems? 

1. When something goes wrong, I: 

• A) Look for who screwed up 



• B) Look at the system first 

2. My team delivers consistent results because: 

• A) They’re just good people 

• B) We’ve got rock-solid systems 

3. My go-to solution for problems is: 

• A) Hire someone new 

• B) Build or fix the system 

4. I can spot my top 3 friction points right now: 

• A) Nope 

• B) Absolutely 

     If you answered mostly A’s—time to shift from manager to system builder. 

 

        Business Coach Wrap-Up 

Every friction point is either a system flaw or a leadership opportunity. 

Stop firefighting. Start engineering. Build systems that run without your constant oversight 
and create a business that’s not only efficient—but unstoppable. 

 

Got a stubborn friction point you need help solving? Email Bob@coachfirm.com 

Helpful resource:  
Download the worksheet associated with this lesson: Solving Friction Points  
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