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Effective Customer Listening
Lessons	for	Leaders	From	a	Tim	Russert	Fan	

Tim	Russert,	who	died	a	few	months	ago,	achieved	great	stature	in	journalism	by	asking	
intelligent	questions,	then	going	silent	–	long	enough	for	his	interviewee	to	form	an	answer	
and	articulate	it.	When	Russert	finally	did	respond,	it	was	always	in	a	spirit	of	open,	

honest reflection on the answer that was given and with genuine respect for the one giving it. 
	 Contrast	Tim	Russert’s	genuine,	truth-seeking	style	with	the	typical	company	employee	who	
says	he	wants	“honest	customer	feedback”	but	in	reality,	may	have	another	agenda.
	 As	a	company	leader,	if	you	value	open,	honest,	unfiltered	feedback	from	your	most	important	
customers	(and	you	should),	consider	a	series	of	guidelines	for	effective	customer-listening.
	 There	are	many	ways	effective	customer-listening	can	be	modeled	and	learned.	Allow	
employees	to	experience	actual	conversations	with	customers	by	listening	to	audio	recordings,	
reading	transcripts	and	watching	focus	group	sessions.	They’ll	feel	engaged,	enlightened	and	
impressed	that	you	care	enough	about	customers	to	really	listen	to	them.	Your	customers,	in	
turn,	will	learn	to	trust	you	and	your	organization	more	as	you	begin	to	listen	more	objectively	
and more systematically. 
 Read the full story at www.bizvoicemagazine.com on January 12

Year-end Planning 
Add	a	Strategic	Focus	to	Your	Efforts

For many business leaders the traditional year-end budget process is the primary tool for 
business	planning.	However,	as	important	as	this	process	is,	it	does	not	truly	inform	us	on	
what	is	most	vital	to	our	success,	nor	can	it	keep	us	profitable	or	growing.

	 This	process	begins	with	our	revenue	forecast,	which	then	drives	our	operating,	capital	and	
finance budgets. We typically begin by observing past trends and then make the necessary 
adjustments	for	changes	in	prices,	products	and	services,	as	well	as	our	customer	base	and	
behaviors.	Our	forecast	of	revenues	is	based	largely	on	our	past	experiences.
 In this process we are paying only scant attention to the real drivers of our business – our 
market and its dynamics. We risk merely extending the past (with adjustment) into the future. 
We risk allocating our scarce resources to actions that may not move our business forward. 
	 There	is	a	better	way	to	guide	our	company.
	 Consider	a	new	methodology:	Strategic	Budgeting.	Its	benefit	is	to	help	us	develop	a	better	
understanding of what can truly drive our business forward.
 Read the full story at www.bizvoicemagazine.com on January 16

Training Design
Learning the Learners’ Way

“I don’t think much of a man who is not wiser today than he was yesterday.” – Abraham Lincoln
 Abraham Lincoln’s words suggest a high value on lifelong learning. It would be 
hard to find someone who disagrees with the benefit of continuous education. 

	 Companies	contemplate	how	learning	can	be	the	catalyst	to	help	the	workforce	learn	a	new	
software	program,	improve	their	ability	to	answer	customers’	questions,	fulfill	orders	in	record	
time,	build	distinctive	and	productive	client	relationships,	improve	implementation	of	logistical	
requirements,	run	a	better	meeting,	speak	to	move	their	audience	to	action	and	blow	the	doors	
off of last year’s sales numbers! Learning is definitely a key catalyst to these tangible results and 
more.	The	qualifier	is	–	it	must	be	learning	done	right.
 Successful adult learning uses several key training design elements. Adults typically walk into a 
training	environment	with	resistance	and	reluctance.	Translating	the	principles	into	the	design	will	
increase the opportunity to break down resistance and move participants to action and improved results. 
 Read the full story at www.bizvoicemagazine.com on January 21
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