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My First Visit To India



Leveraging Your EmployeeLeveraging Your Employee’’ s Talents s Talents 
To Build Your Brand & Increase To Build Your Brand & Increase 

Your ProfitabilityYour Profitability



3 Ways To Leverage Talents

1. Develop A Strategy For Hiring Top Talent
2. Improve Customer Service
3. Build A Dynamic Sales Vision Across 

Your Entire Organization





Before I get into my presentation 
would you mind if I asked you a 

few questions?



Question #1

• Do you know the 
cost of hiring the 
wrong person?



Question #2

• Does your staff 
consistently exceed 
the expectations of 

their internal & 
external customers? 



Question #3
• Is everyone in your 

organization 
attending sales & 
customer service 

training on a regular 
basis?



How Did You Answer?

If you answered nono to any 
of the questions, I think 

what I have to share 
with you will have 

value.



Strategy #1

Develop A Strategy For 
Hiring Top Talent



Finding Top Talent

• The challenge is to produce 
more with fewer employees 
for customers who demand 

more for less.



Whether itWhether it’’ s nature or s nature or 
nurture, top producers nurture, top producers 
almost always share a almost always share a 
single common natural single common natural 

trait trait –– Desire.Desire.



Hindustan Times

• Produce millions of papers 
with very few people



Superior Performers

You start with great 
people and build great 

results from their efforts



The Bus Analogy



Group Discussion

• What is your biggest single 
frustration in identifying 

top talent?



The Talent Powered Organization

• The conditions faced by every 
organization in the search for talent are 

changing in every part of the world.



Cost Of A Poor Hire

• Turnover Rate
• Interviewing Time
• Salary Cost
• Training Cost
• Territory Destruction



The War For Talent

• The depth and quality of a company’s 
talent pool can determine whether that 

organization will lead its market & 
industry or merely follow those 

competitors who attract better, brighter 
more talented people.



Three Legged Stool



Three Legged Stool

1. The resume and background
2. The interview
3. On-line assessments



Three Legged Stool

� The resume and background



Applicants That Lie On Resume
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Three Legged Stool

� The interview



Michigan State University

• The standard interviewing 
process used at most companies 
is, at best, only 14%14% effective in 

predicting successful hires.



Three Legged Stool

� On-line assessments



On-Line Assessments

1. How you work
2. Why you work
3. Will you work



Strategy #2

Improve Customer Service



I am aware that we have internal 
customers

0

10

20

30

40

50

60

Survey 58 28 6 8 

Always Usually Sometimes Never

Henry Associates Survey - 500 Seminar Attendees 



World Wide ProblemWorld Wide Problem

Service in the world basically 
stinks!

Tom Peters - Author



The Internal & External CustomerThe Internal & External Customer

Why is it important to 
improve internal & external 

customer satisfaction?



Talented People Make A Difference



My Goal For Customer Service Is 
100% Satisfaction.
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Customers have many 
options as far as quality 

and price.  What builds a 
strong and lasting 

relationship is delivering 
what you promise and 

putting the customer first.



Great Customer Service EmployeeGreat Customer Service Employee

Characteristics Feelings Actions

1.Great Attitude1.Great Attitude MotivatedMotivated Work HarderWork Harder

2.

3.

4.



Poor Customer Service EmployeePoor Customer Service Employee

Characteristics Feelings Actions

1.Bad Attitude1.Bad Attitude Not Not 
MotivatedMotivated

Work SlowerWork Slower

2.

3.

4.



I try to find ways to exceed my 
customers expectations
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Strategy #3

Build A Dynamic Sales 
Vision Across Your Entire 

Organization



Customers will tell Customers will tell 
you exactly how to you exactly how to 
sell them, but only sell them, but only 
if you ask the right if you ask the right 
questions and pay questions and pay 
attention to their attention to their 

answers.answers.



A Dynamic Sales VisionA Dynamic Sales Vision

Why is it important to build a 
sales vision throughout your 

entire organization?



Sales Focused OrganizationSales Focused Organization
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A Dynamic Sales Company



How To Build A Dynamic Sales How To Build A Dynamic Sales 
VisionVision

� Awareness 
� Sales Training
� Reinforcement



How To Build A Dynamic Sales How To Build A Dynamic Sales 
VisionVision

Awareness Awareness 



It is more important It is more important 
to understand the to understand the 

principles of principles of 
selling than the selling than the 
techniques of techniques of 

selling.selling.



How To Build A Dynamic Sales VisionHow To Build A Dynamic Sales Vision

Sales &  Customer Sales &  Customer 
Service TrainingService Training



The War For Talent

Employees who feel their 
company develops them poorly 

are five times more likely to 
leave.



How To Build A Dynamic Sales How To Build A Dynamic Sales 
VisionVision

ReinforcementReinforcement



The goal of training The goal of training 
isnisn’’ t more t more 
training ittraining it’’ s s 

resultsresults



How Many Sales & Customer Service 
Books In Your Personal Library
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3 Ways To Leverage Talents

1. Develop A Strategy For Hiring Top Talent
2. Improve Customer Service
3. Build A Dynamic Sales Vision Across 

Your Entire Organization
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