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FEATURED TOPIC: MARKET TRENDS

Permanent and Positive Change

Market trendsin the training profession have gone from
multiple-day training to short bursts of information
given in 1-2 hours. A new trend in the past few years
has been e-training, training completed via computer.
The short bursts and electronic training may work well
for learning a procedure or heightening awareness,
yet they will not accomplish lasting change.

The return on investment for training has to be
focused on changing behavior of those trained. This
training has to make sense and be applicable to the
person receiving it. In today's busy schedules, if the
participant has to translate the training into how
he or she can use it on the job, it often is lost in the
translation due to time restraints or a lack of complete
understanding.

The short training hours and putting people in
a electronic silo are cost effective, or are they? If the
training doesn't stick, all that may be accomplished is
looking good on paper. Bottom line results are what
matter. It is time for a new trend.

In order to accomplish permanent and positive
change, the training program must reflect the need
of the participants. This requires some leg work to
interview managementand the end users to determine
what needs to be fixed. Many times people are asked,
yet they rarely see their input put into action. When
the participants help to create the learning plan, they
have buy-in and are more eager to succeed.

The training needs to be practical. Theory was for
college. People in the midst of the working world want
real time solutions. Adults learn best when it makes
sense to what they are facing and they can discuss and
practice in a safe environment.

The training needs to mesh with their work world.

What Our Clients Are Saying

They may be inspired to go away for a week of
training, but when the participants come back,
who has the time to apply the tools learned?
They are so busy handling fires that the good
intentions go up in smoke. Training needs to be
part of the work and work is part of the training.
Forty hours of training needs to be given in
small doses, with assignments given in-between
where people can apply what they are learning.
This allows them to come back with new insights
and questions to continue the learning. That is
how we learn best.

Individual coaching needs to be interspersed
with group training because each person has
special needs. Thisis one of the keys to permanent
and positive change. Coaching a person on the
job while they do their duties is paramount to
changing the way they perform their tasks. Take
the classroom to the office or plant. This is when
it all starts to come together and make sense.

Continued follow-through is necessary
to keep the newly acquired skills active. New
habits can quickly erode without reinforcement.
Surprisingly, the follow-through can be short
and simple. Just knowing that you will report
results to someone increases responsibility until
it becomes a habit worth keeping.

At TLC, we have already started this new
trend in training. We partner with the customer
to determine the needs and how best to fit
the solutions into their budgets. We ask the
participants for input before the training is
solidified. We assess their skill levels. Training
is given a little bit at a time with on-the-job
assignments given for later discussion of results
and lessons learned. We pair participants into

continued on page 2

"The negative feedback from others has completely stopped. It was coming multiple times weekly. She has
more of a positive outlook, and manages her stress with other departments much better."

Roger Meyer, Denver, Colorado

(HR Manager reporting on what change he had seen in one of TLC's Executive Coaching clients.)
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Our next issue will focus on
Learn & Earn or Burn.

~Looking Back

You might also be interested
in our April 2008 edition: See
the Sale or read other previous
issues of The Exchange.

“Organizations that are
maximizing the potential
of the money they invest
in learning processes are
asking about measurable
outcomes.”

Susan M. Heathfield,

About.com
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What Is Real-Time Coaching?

Vincent Ivan Phipps

Would you like a Guardian Angel sitting over your
shoulder guiding you to always make the right
decisions in life?

Sound too good to be true? At TLC, we have the
next best thing: Real-Time Coaching. We believe this is
a trend-setting approach to training.

This is the process of a TLC communication coach
being on site with you. The coach will observe your
interpersonal interaction while you are on the job!
After the interaction is over, the coach gives you
actual feedback about how you did. Your coach will
acknowledge what was done well and identify areas
you need to improve. The feedback is instant. You
will immediately know the impact of what you did
and how it affected the other person. The coach will
share with you what you said in addition to your body
language and your tone of voice. The more you are
aware of the communication signals you are giving,
the more you can improve to ensure you are always
sending the desired messages.

Our 27 years of experience tell us that to get
permanent and positive change in behavior, people
need four things:

1. Awareness

2. Tools

3. Practice

4. Evaluation of results

Real-Time Coaching is effective by providing
immediate feedback. It increases retention because
it makes learning relevant. Real-Time Coaching brings
permanent and positive change. This process provides
feedback to track performance. We record your
progress over time on each goal. From our years of
providing coaching locally, regionally, nationally, and
internationally to people in industrial, financial and
service organizations, we understand the importance
of receiving useful feedback immediately to acquire
results.

One of our clients had customer service providers
who helped internal customers find solutions to their
computer needs. You can imagine how frustrated
some of their customers were when their computers

malfunctioned. The TLC coaches sat with the
customer service providers as they took the
calls. In the beginning, their information was
correct, but the customer didn't understand it.
We helped them to create a list of questions to
uncover the concerns, slower their pace to allow
comprehension, and increase the friendliness
in their tone. The result was fabulous. The
customers regained confidence in the customer
service providers and complaints plummeted by
over 50%.

For additional information on Real-Time
Coaching with TLC, Talk Listen Communicate,
LLC, visit us at: www.talklisten.com. «*

Permanent and Positive Change

continued from page 1

partners to allow internal mentoring. We provide
Real-Time Coaching (See Vincent's article) to
evaluate how they are applying the tools in their
work world. We give feedback to the customer
and assess with them the success of the
program. Even after the face-to-face contact has
concluded, the learning continues with tips given
electronically for months following the training.

This takes time, but most customers are
amazed how affordable it is to do it right. We
Create a program custom-tailored for your
organization and the learning/contact continues
for an entire year with budget approved monthly
payments. There are no surprises, except for the
good kind: employees who demonstrate positive
change and actually thank you for the help;
reduced turn-over; keeping your most valued
people; building loyalty within your workforce;
and seeing your goals reached.

You may think you need a few hours of
training. We can give you that. We can also
give you solutions that include some training,
coaching, phone conferences, and follow-
through that will make those few hours of training
stick. You may think you can't afford training. You
can afford permanent and positive change. The
results are amazing. . <
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~Quick Tips

v"When looking for outside
training, determine the end
result you need.

v Training continued over time
will give more lasting results.

v Ask how the trainer will
measure success and make
sure this meets your goals.

“Alternatives to training
offered by progressive
human resource
departments include
coaching, organizational
development or planned
change consultation and
interventions, facilitated
planning sessions and
large group processes. The
training that is provided is
often custom-designed with
stated outcomes congruent
with the direction of the
business.”

From trends heard about
at the annual American
Society for Training and
Development (ASTD)

“The four levels of
Kirkpatrick’s evaluation
model essentially measure:
-reaction of student -

what they thought and
felt about the training
learning - the resulting
increase in knowledge or
capability -behaviour -
extent of behaviour and
capability improvement
and implementation/
application -results - the
effects on the business or
environment resulting from
the trainee’s performance”

Donald L Kirkpatrick
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Featured Service: S.0.S.
Therese Padgett

Happy Birthday!

TLC wishes a Happy Birthday to clients

Spring Creek Retreat celebrating in June! “A recent research study

People go on vacation, whether for a long weekend or
an extended trip, for varying reasons and with certain
expectations in mind. Some come back refreshed and
relaxed, but others wish they had never left home!
Knowing oneself and what you prefer can go a long
way toward ensuring a pleasant time. Hearing or
reading good references from friends and others can
go even further and can make all the difference in the
world. Returning to a special place where you had a
great time once before is a sure-fire way to move you
close to where you want to be again!

Thisis a market trend that TLC is experiencing with
its Spring Creek Retreat, a vacation paradise nestled in
the foothills of the Great Smoky Mountains and within
a few hours driving distance from both Atlanta and
Chattanooga. Visitors who have been to Spring Creek
Retreat, come back again and again. They often bring
family and friends on the second visit and these folks
then come back with their family and friends. You can
see the domino effect of word of mouth marketing,
especially when the words are good ones.

What kinds of words are being spoken about
Spring Creek Retreat? Here is a sampling:

» The murmur of the creek is so relaxing!

» All the comforts of home in beautifully
appointed houses!

» Surrounded by nature with all its aromas and
sounds!

» S'mores by a crackling pit fire, mixed with family
laughter!

» Wildflowers in the meadow and moss under
my feet up the ridge trails!

» Solitude for reading, study, writing or
meditation.

» Delightful nearby fishing, hunting, rafting and
kayaking.

» We'll be back next year!

If you would like to experience what others have
already discovered, contact TLC today: 1-888-
BECAUSE, and visit Spring Creek Retreat's website at
www.springcreekretreat.com. Be sure to take the
virtual tours while you are there. <

» Karole A. Keith

» Tom Clark

» Brian Travers

» Gilbert Francis

» Phil Sanford

» Ronald McKinney
» Harold Kelley

» Rhonda Russell

» Jim Bevins

» Darlene Clott

» Mary Duffy

» Donna Bartenfield
» Ravi Krishnaswami
» Gary Smith

» Bevrly Clark

» Erin Fuller

» Stephanie Withers
» David Clarke

» Marj Flemming

» Christian Cadwell
» Julie Van Valkenburg
» Bruce Longmire

— Page3 —

sponsored by the US-
based Society for Human
Resource Management
identified six key workforce
and workplace trends
facing HR managers. These
trends focused around
changes in technology,
globalisation, cost
containment, speed in
market change, knowledge
capital, and change.”

William ] Rothwell, Judith
A Kolb

“(A) recipient of good
customer service will tell
five other acquaintances
on average. A client who
suffers bad service will
tell 10 and possibly even
hundreds if he goes online
to complain.”

John Tschohl, president
of the Service Quality

Institute in Minneapolis
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CEO Corner

Beverly Inman-Ebel
“Trends”

My birthday in May made me realize that | have seen
many changes in business over the 27 years that TLC
has been open. One thing remains constant: people.
People continue to want to improve and become
energized when they demonstrate that they can.

After three books, over 600 published articles,
thousands of speeches, seminars, and coaching
sessions, business visits to over 50 cities in the USA and
22 countries, | have learned a few things.

| have learned that some people want to do it
themselves. For the last two years, | have worked with
an engineering company that wanted their engineers
to provide key training for their employees. They
wanted my expertise given to their selected scientific
would-be trainers to ensure success. | helped them
to develop seven courses and then trained them
to present. We licensed the company to be able to
deliver our material customized for their needs. The
result has been phenomenal. When | professionally
observed two of the sessions, | was smiling so big you
could have placed a banana sideways in my mouth.

I have also found customers that want real change
to occur in their ranks and they realize this doesn't
happen overnight. We create monthly programs
for them including seminars, Real-Time Coaching,
Executive Coaching, and meeting management that
are bringing about a change in culture and how they
interact with others and within. | feel like | have my
thumb on their corporate pulse and I am happy to say
they are getting healthier each month.

I have had many former clients to move to
other companies in a vast array of geographical
locations and want me to help their new teams
like I helped them before. In order to reduce travel
costs, after going on premise for the evaluations,
| have been coaching these clients over the
phone. In one day I may be talking to someone in
Arizona, Nebraska, Ohio, Georgia, and New York.
Any initial concern that | had that we may not
bond or be accountable has been swept away by
the improvements they demonstrate.

| have many clients who find themselves
facing the media or giving make-or-break
presentations that have their careers hanging
on the line. We even help some of them prepare
for court appearances. Seeing them improve
dramatically in a short amount of time is
priceless.

Myinternational work brings meinternational
clients. | currently am working with clients from
China, Iran, Australia and a few places in between.
Helping them to understand the American
culture, language, and sounding more like us is
evidence that our world is shrinking.

I actually had two birthdays in May. The
16th is my date of physical birth. The 22nd is my
anniversary of surviving a potentially fatal car
crash. On this past May 22nd, | was 22 years old;
two decades and two years of an extension of my
life. That makes me sentimental with thoughts of
many of you since our paths have crossed in the
last 22 years. | believe | am making a difference in
my corners of the world. | strive to set trends in
people one at a time, helping them to be better.
Thank you for giving me these opportunities. Set
a trend. Live your dreamsl! <

TLC establishes long-term relationships with our clients. If we have helped you or if you believe our
approach to change would work for someone you know, please communicate with us by e-mail
tic@talklisten.com or phone 1-888-232-2873. We work with individuals and groups on the following subject
areas: attitude, listening, body language, voice, leadership, compliments and corrections, behavioral style,
teamwork, effective meetings, public speaking, accent reduction and much more!

All original materials in this newsletter are the copyrighted property of TLC, Talk Listen Communicate, LLC.
For reprint permission, please email a request to tlc@talklisten.com.
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“E-learning isn’t expected
to replace the classroom
entirely. For one thing,
bandwidth limitations are
still an issue in presenting
multimedia over the
Internet. Furthermore,
e-training isn’t suited to
every mode of instruction
or topic. For instance, its
rather ineffective imparting
cultural values or building
teams. If your company
has a unique corporate
culture it would be difficult
to convey that to first

time employees through a
computer monitor. Group
training sessions are more
ideal for these purposes.
However, for teaching
specific information

and skills, e-training
holds great promise....
E-learning is not an
end-all solution. But if it
helps decrease costs and
windowless classrooms
filled with snoring
students, it definitely has
its advantages. Monitors
vs. Blackboards: The Case
for E-Training”

Katrina C. Arabe

~Contact Info

TLC, Talk Listen

Communicate, LLC

842 S. Germantown Road
Chattanooga, TN 37412
Phone: 423-622-8255
Fax: 423-624-4365
1-888-BECAUSE

Email: tic@talklisten.com
www.talklisten.com



mailto:tlc@talklisten.com
mailto:tlc@talklisten.com
mailto:tlc@talklisten.com
http://www.talklisten.com/

