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20202020 is off to a flying start; I can't remember a year I haven't kicked off without 

a huge amount of optimism, and this year is no different! 

I'm really excited! I'm naturally an optimistic person, but I have to say, doesn't 

2020 have a nice ring to it? It makes me smile. As you read this, you will be 

seeing - or have seen - one of my huge life goals come to fruition: the 2020 

vision business summit. The team worked tirelessly to bring this great event 

to existence. I'm incredibly passionate about helping organizations realise 

improvements for the benefit of everyone they impact, and the conversations 

we have planned for this event are unprecedented for this format - I'm super 

excited to see this finally happen.

In 2018, we refined our winning formula for recruitment to implement within 

our own rapidly growing business. In 2019, after a groundswell of requests from 

our network, we launched our Recruitment Business, Best Practice Talent. That 

team has really hit the ground running and produced first-class work introducing 

some great organisations with equally-amazing talent. Please don't hesitate 

to reach out to the Best Practice Talent team if you would like some tips on 

improving your own recruitment process, or if you would like them to just take 

over and handle the whole process for you. Either way, they are there to help 

you solve your recruitment challenges.

You might have noticed we've had a small name change to this publication. After 

much debate, while the old title of the magazine "Certified" honored our origins, 

our new title aligns with the content we have been producing, and the direction 

we are taking in 2020. I sincerely hope you like it. I appreciate the fact that 

you have a choice in who you partner with for business growth, improvement, 

recruitment, and strategic advice, and I'd like to personally thank you for 

choosing us. 

We are not the biggest and the most corporate-looking, but I guarantee that we 

try harder. 
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What is your definition of success?

At the very core of our ‘WHY’ is the desire 
to help others achieve greatness and uplift 
themselves and their lives overall. 

Now, identify and write down the key issues 
that are holding you and your business back.      

  

What are your success blockers?
  
You see, without that sort of prompted thought and clarity, you 
may not be planning the necessary actions needed to achieve 
your success, whatever that looks like!

Now as I mentioned, our desire is to provide an uplift for 
businesses and individuals alike to get clarity on what they 
what to achieve while providing accountability and support 
along the way. 

That’s why I am pleased to announce the release of the NPX – 
The Next Practice Experience. 

Stop for a moment and ask yourself 
this simple question (be honest with yourself)…

Many business owners and managers that we meet at Next Practice are not necessarily honest 
with themselves about what it means to be successful. It’s subjective right!?!

When we ask our clients if they know what "success" means to them I get a variety of answers, 
together with the inevitable ‘success blockers’. 



N

V I S I T  U S  A T  W W W . N E X T P R A C T I C E . E D U C A T I O N

NPX is a guided facilitation by our Business Coaches developed for business owners, managers, 
groups and teams with the sole aim of providing uplift for themselves and their lives overall.  
From athletes to business and political leaders, the best of the best have a coach. We have worked 
hard to create content which reflects the business issues and pain you feel when trying to forge 
a competitive advantage – the session and tools on offer will uncover and break through any 
limitations that hold you, your business and your team back!

We have delivered NPX to a few select clients now and we have seen then benefit from the from 
collective knowledge of our leading team members who have realised tremendous success and are 
ready to share their secrets with you! 

In fact, we asked our clients how they have benefited, and the numbers really speak for themselves 
and are about the mark when it comes to research on the benefits of coaching programs!

As a result of seeking coaching, 70% of clients have overwhelmingly stated their work performance 
had improved. If that’s not enough, 60% said their business management improved, and for 65% 
it improved their leadership effectiveness and a whopping 80% of clients had improved self-
confidence! That’s not a bad return on investment, right? Well on that note you can see from the 
numbers that both individuals and companies saw high returns on their investment at 68% and 
86% respectively. 

Nick Fagan.  

70%

65% 68%

60%

86%

80%

Increased Work 
Performance

Increased Leadership 
Effectiveness

Increased Business 
Management

Individual Return  
on Investment

Increased Confidence 
& Decreased Stress

Company Return  
on Investment

To begin a conversation about,  
Next Practice contact Nick via  
email: nick@nextpractice.education

Not only does that say something about how many people feel the need to regain or 
boost their confidence, but it also speaks to the power of aching programs and how they 
can help you and your teams. So why not invest? 

This is what you can expect from NPX – I would love to talk more about it with you!



B Y  B R E N D O N  B U R C H A R D

High Performance 
Habits 

This is a great resource for anyone 
looking to make meaningful 
changes in their lives.

B Y  J O R D A N  B E L F O R T 

Way of the Wolf 

This book is  well  worth your 
t ime if  you’re looking to 
sharpen your sel l ing ski l ls .

Jordan Belfort rose to prominence after publishing his 
memoir ‘The Wolf of Wall Street’ became a best-seller 
and a Hollywood feature film. Belfort is one of the most 

savviest sellers on the planet, and up until recently, many of 
his tips and secrets were only accessible to those willing to 
pay $2000 for a training course. Now, however, Belfort has 
opened his step-by-step sales playbook that he claims was an 
essential piece of the puzzle in building up his empire, with his 
powerful tips on the power of persuasion when it comes to 
getting a deal over the line. 

We all know that we need to throw out bad habits 
in favour of good ones, but which habits matter 
the most when it comes to improving your life and 

achieving longterm success? Author Brendon Burchard 
tackles this exact question, offering a refreshingly scientific-
approach to self-help as he takes the reader through a series 
of six vignettes, drawing upon a ten-year stint working as a 
high-performance coach working with some of the world’s 
biggest names. Burchard and his team have undertaken one 
of the world’s largest studies - with data from 190 countries - 
to find out what high performers are doing differently to their 
mediocre counterparts. 

 Burchard’s work synthesises a mammoth 
amount of research and interview material into six simple 
habits that he argues can transform anyone’s professional 
life. Books in this context can often be subjective, and 
not as widely-applicable as Burchard’s science-backed 
approach with High Performance Habits, and considering 
you’re able to measure and track your progress, this is a 
great resource for anyone looking to make meaningful 
changes in their lives. If you were to implement any new 
habit in your life, it should be one of the habits mentioned 
by Burchard in “High Performance Habits”.   

 If you’ve read “The Wolf of Wall Street”, you’ll 
be familiar with Belfort’s unique tone of voice, as well as his 
ruthless pull-no-punches approach to selling. Considering 
the infamy of its author, there’s no leveling accusations of 
being too dry against Way of the Wolf, that’s for sure. While 
people might argue against the ethics of Belfort’s tactics, 
there are few people that would deny their effectiveness, and 
considering this fact alone, this book is well worth your time if 
you’re looking to sharpen your selling skills. Whether you’re a 
high-level executive or a lone-wolf out in the market, Belfort’s 
tried-and-tested tactics could be the feather in your sales’ hat 
as you aim for higher targets. 

Certified Book Reviews

B O O K  R E V I E W
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Millionaire 
Success Habits

This is  a book that may well 
prove a turning point for a 
number of readers out there.

B Y  M I C H A E L  B U N G A Y 

S T A I N E R 

The Coaching  
Habit 

For everyone out there wil l ing 
to pick it  up and discover how 
they too can benefit  from 
coaching those around them.

Drawing on years of experience training more than 
10,000 busy managers from around the globe in 
practical, everyday coaching skills, Bungay Stanier 

reveals how to unlock your peoples' potential. He unpacks 
seven essential coaching questions to demonstrate how- 
by saying less and asking more -you can develop coaching 
methods that produce great results. It ’s a fresh and 
innovative take on the traditional how-to manual, combining 
insider information with research based in neuroscience and 
behavioural economics, with interactive training tools to turn 
practical advice into practiced habits.

Early on, Dean Graziosi first offered “Millionaire Success 
Habits” as a free book, where the reader would pay just 
for postage; such was the confidence in the author that 

the audience would find value in it, and pass it on to friends, 
family and their colleagues. Now, it ’s a best-seller and is 
shipping hundreds of thousands of units on the back of its 
merit and extremely impactful take on tackling complacency 
and positioning yourself firmly on the path to success. The 
author makes one thing clear: this book isn’t about adding 
things to your already busy life- it ’s about throwing out bad 
habits and replacing those with archetypical signifiers of 
someone on top of their game.

 This is a book that may well prove a turning 
point for a number of readers out there. The author makes it clear 
that he wants the reader to walk away from this book on a new, 
more productive and exciting path where you can reinforce your 
choices with the results that you’ll see materialise shortly after 
implementing some of the habits mentioned in the book. Best of 
all, Graziosi notes that these are made possible by “tiny shifts” 
rather than large, burdensome changes to your life and routine - 
so why not start now?  

 While it might be targeting managers and 
executives, there is value found in “The Coaching Habit” for everyone 
out there willing to pick it up and discover how they too can benefit 
from coaching those around them. If you’re struggling to get to 
the heart of the matter in a drawn-out conversation or stay on 
track in a meeting or interaction, this book has you covered. This 
is a refreshing take on the how-to manual format of the book, and 
deserves consideration from any and all workplaces out there to 
turn their culture - and results - from good to great.

B Y  D E A N  G R A Z I O S I  
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FULL STORY PAGE 22

MORE PAGE 18

FULL STORY PAGE 16

“Without exception, every 
successful business owner I’ve 
worked with has talked about 
how having trusted advisors is 
necessary for success. They know 
they can’t know everything and 
they searched out advisors they 
could trust”

“

"

The Habits of 
Highly Effective 
Organisations

FULL STORY PAGE 30
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Kobi Simmat 
explores the 
benefits of a 
transformative, 
empathetic 
management 
style.

Eyes On  
Empathy in the 
Workplace

Invest in 
Retaining 

Not 
Retraining

“Retaining talent 
has surpassed 

attracting talent 
as the number 
one priority.”

“Intelligence is 
one thing, but 
when you're hiring 
you have to take 
a candidate’s 
emotional 
intelligence  
into account.”

W H A T ’ S  H A P P E N I N G

FULL STORY  
PAGE 12
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D E V E L O P M E N T

How Much  
Does Bad 

Leadership  
Cost an 

Organisation?

 

T here’s nothing more frustrating 
than seeing a high-functioning 
organisation held captive by its 
leader. There are few things more 

needlessly damaging to an organisation’s 
prospects in an increasingly competitive 
world that can spoil the party before it’s 
even started, so today we’re going to talk 
about the real-life monetary impact of 
bad leadership in organisations. It’s one 
thing to throw around buzz-words and 
generalisations, but another thing entirely  
to look at the numbers and see the  
concrete link of bad leadership with 
underperforming organisations.

 -  7



T
D E V E L O P M E N T

The numbers show that bad leadership causes toxic 
attitudes in the workplace and isolates even the most 
tough-headed and resilient staff members to the point 
that they’re likely to quit your organisation and work for 
a more inspiring leader. Research from the Australian 
Institute of Management with Monash University shows 
that “83% of the almost 2000 employees surveyed 
rated their manager’s leadership skills as average or 
below average and they also ranked poorly in terms 
of communication, skills, strategic influence and their 
ability to oversee staff performance.” In addition, 
research from a 2016 Gallup poll shows that “only 18% 
of managers demonstrate a high level of talent for 
managing others- meaning a shocking 82% of managers 
aren’t very good at leading people.” 

“Gallup estimates that a lack of leadership capability 
costs U.S. corporations up to $550 billion annually.” 

This is compounded by figures published by Hogan 
Assessments which says that 75% of employees 
considered their boss “the worst part of their job”, which 
no doubt leads to disengagement in the workplace, a 
lack of productivity and the building of a toxic working 
culture. If you want any proof that effective leadership 
is important to everyone in an organisation, look no 
further than the numbers put forward by Hogan who 
says that: 

“65% OF EMPLOYEES 
WOULD RATHER HAVE 
A NEW MANAGER 
THAN A PAY RISE.” 
There is another problem to consider. While Deloitte 
estimates that $46-billion is spent on leadership 
development programs worldwide, data from the 
Corporate Leadership Council says that these dollars 
spent on improving the leadership skills of managers 
and CEOs have improved productivity a measly 2%. 
Meanwhile, Gallup estimates that a lack of leadership 
capability costs U.S. corporations up to $550 billion 
annually, so we can see that in the US alone, this is a 
half-a-trillion-dollar problem.  

The data shows that there’s a clear correlation - and I’d 
argue, causation - between ineffective management 
practices and a loss of profit. There’s a number of 
reasons for this: bad leadership fails to inspire and 
empower staff, which causes a dip in productivity and 
profits. In addition, ineffective leadership often negates 
the importance of planning for the future, and taking 
a gaze at operations objectively; the latter of which 
we’ll cover in just a minute with the help of one of my 
favourite authors. 

“GREAT 
MANAGERS 
BOOST 
EMPLOYEE 
PRODUCTIVITY 
BY AN AVERAGE 
OF 11% PER 
EMPLOYEE.” 
Why? Well, it’s a concept that Doug Tatum talks about 
in his book “No Man’s Land”, whereby a founder or CEO 
has an inherent difficulty in letting go of the decision 
making in the business because it is, quite simply, 
their baby. While it’s understandable, objectively 
speaking, it’s counter-productive to the mission of the 
organisation to reach its full potential. No man’s land, 
as Tatum puts it, is that perilous time in the lifespan of 
most businesses as they’re expanding past the point of 
being a small business, but they’re not big enough to be 
deemed a large enterprise. 

From his experience consulting and interviewing 
hundreds of managers and CEOs around the US and 
the globe, Tatum noted that while the founder or CEO 
might have been an integral part of the organisation’s 
expansion, they can also have a negative impact if 
the organisation has expanded past the point of their 
abilities to effectively manage it. A strategy employed 
across a group of five people isn’t viable when we’re 
talking about a dozen or more people, but some of the 
more stubborn leaders won’t recognise this, and even 
associate the cause of the problem to be their staff, 
rather than themselves of the practices they believe are 
the only way for the organisation to be managed. 

While we’ve explored the monetary cost of bad 
leadership so far, it’s also worth pondering the 
psychological impact to an organisation’s culture that 
is being eaten from the inside-out by bad leadership. 
We’ve covered this further in another piece in the 
magazine, but it’s something important to consider in 
this space. There might be a dollars and cents cost of 
bad leadership, but there’s arguably a more costly toll 
on an organisation if you can’t hold onto your best and 
brightest minds because of terrible culture. 

Anyone in a leadership position in an organisation, 
anyone in an organisation at all for that matter needs to 
recognise one thing: 

8  -  www.bestpractice.biz



 

EMPOWERING 
STAFF AND BEING 
EMPATHETIC ARE 
TWO OF THE MOST 
VALUABLE TOOLS 
THAT CURRENTLY 
EXIST IN BUSINESS 
TODAY. 

Being a bad leader doesn’t necessarily mean 
they’re a bad person, but if you cast your gaze 
to the organisation as a whole as objectively 
as possible, they are in fact sabotaging their 
success - and the people around them - by not 
realising they’re holding people and profits back 
from their full potential. Remember, you don’t 
need to have a director, CEO or manager in your 
title to have a profound impact on the attitudes 
of people around you. 

 -  9



K N O W L E D G E

More often than not with these 
articles, I talk about my approach 
to doing business, and what I’ve 
implemented that has worked - 

and hasn’t worked - at Best Practice. In this 
piece, however, we’re going to be doing a 
bit of analysis on a piece published by Rob 
Finklestein, author of “Fourteen Ways to a 
Successful Company. 

I think it’s important to take the views 
and insights from other business figures 
into account when we’re tossing up what 
works in business, so, for now, let’s jump 
into Finklestein’s list and talk about how 
and why these are at the core of every 
successful organisation’s results.

Customer Service 
While this is a fairly basic observation, it still surprises me just 
how many people disregard the importance of customer service 
to ensure that customers keep returning to your organisation and 
pass on the positive feedback to their friends and colleagues; it ’s the 
most powerful form of marketing, after all. Attention to customer 
service should remain in your business plan and mission statement, 
regardless of your operations, and organisations that pay keen 
attention to the customer’s journey and exercise empathy in their 
communication with customers are almost certainly set to benefit 
from more returning transactions. 

BY KOBI SIMMAT

Risk
The fight vs flight analogy applies 
to organisations, too- more so at 
times than any individual context. 
Some of the most successful leaders 
of organisations were those that 
weren’t afraid to take calculated - and 
uncalculated - risks with clear outcomes 
in mind, however. “Most owners who 
take risks,” Finklestein explains, “do 
so because they recognize the need 
to change as the economic climate 
changes, and they understand it’s 
disastrous not to embrace change.” 
The author notes that through his 
experience, he’s seen that organisations 
that can first recognise the need to 
change are often the ones that are 
rewarded with new customers and 
added profits. Stuck-in-the-mud types 
often stay right there, while their 
competition walks over the horizon. 

The Habits of Highly     Effective Organisations
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Culture
You can’t have a great organisation without a vibrant 
culture driving the results and the motivation of the 

employees inside. There’s a number of things to consider 
when it comes to culture, namely how easily your 

organisation can attract the best and brightest candidates 
that gravitate toward your organisation rather than the 

competition when you’re hiring, as well as the morale and 
productivity of employees in the organisation today. The 

majority of the points we’re about to cover come back 
to the concept of culture in one way or another, so don’t 

dismiss the importance of culture as the absolute bedrock 
of successful organisations. 

Business Strategy 
An effective business plan is, of course, a 
prerequisite for success. The length of that plan, 
however, is something that people tend to get wrong. 
As Finklestein explains, “a simple one-page document 
will do, but it should be well-thought-out and well-
executed. A poorly crafted business plan that’s well-
executed is far superior to the well-crafted business 
plan that sits on the shelf collecting dust.” 

From experience, I think people tend to put too 
much effort into the creation of the business plan 
and not enough time on the implementation; what’s 
the point in putting all those hours in if no one 
understands, or is made aware of the plan… take the 
less is more approach to your business strategy, and 
remember to keep it focussed on your organisation’s 
why and the considerations of your most important 
stakeholders: your customers and your staff.  

Discipline 
This is a concept that is often conflated with punishment. Discipline doesn’t 
mean you’re hard on your people- particularly if you’re the leader of the 
organisation. It means that you’re sticking to the bedrock of your business 
plan’s outline, and that your management team remains engaged 
in the process of looking for areas of improvement. The author 
mentions that “it ’s all about staying focussed on your core markets 
and measuring success as defined in your business strategy,” and 
this means that your organisation can stay attentive to the most 
important aspects and how you intended to measure success in 
your vision statement and business outline. 

Attitude
Again, we’re circling back to culture here in one 

way or another… Finklestein notes that “without 
exception, the most successful business owners 

understand that it ’s all about people: hiring 
and retaining the right people, eliminating 

ineffective people and providing the necessary 
resources for employees to master their tasks.” 

I believe that the most effective attitude to have 
in business is to be empathetic to staff and 

customers, and to work with a positive attitude 
that welcomes challenges as opportunities 
rather than obstacles. The high-paced and 

stressful world of business can take a toll on 
the psyche of a leader, however, so often some 

organisations will start to suffer in this regard 
because they’re not being managed effectively.  
A good leader excites those around them, and 

can get a team engaged on the project at hand, 
while helping them realise how their efforts 

contribute to the organisation as a whole, which 
in turn keeps them motivated as they can see the 

results of their hard work.  

The Habits of Highly     Effective Organisations
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K N O W L E D G E

Business Processes
The author notes that one of the most essential pieces 
in assembling this puzzle is the optimising of business 
processes, calling it ‘creating predictability,’ which is 
invaluable in business. “Business processes are how things 
are done within a business. Every company has some 
processes; some are clearly defined, others are implicit. The 
intention here is to increase productivity and reduce costs 
while generating the same (or better) outcomes." If you’re 
getting a little bit stuck in regard to this point, check out 
some of my pieces on affirmative inquiry, which helps your 
organisation double-down on what you’re doing well to 
improve your customer’s experience and identify new ways 
to innovate and optimise processes in your organisation. 

Information 
Technology  
In much the same light as risk, some organisations 
are better than others when it comes to 
implementing new information technology 
strategies. The speed at which the business world is 
operating can be scarily-fast, and your organisation 
needs to be aware of this. It doesn’t mean you need 
to radically change overnight, but it does mean 
you’ve got a new set of customer expectations 
to juggle as your organisation moves into the 
future. Keep an eye out on new software that helps 
optimise processes and might free up painful hours 
that were previously spent updating out-of-date 
systems. That way, you can redirect those resources 
into something more productive and fruitful for the 
organisation.  

Team of Advisors 
“Without exception, every successful 
business owner I’ve worked with 
has talked about how having 
trusted advisors is necessary for 
success. They know they can’t know 
everything and they searched out 
advisors they could trust,”
Finklestein says. 

It ’s impossible to deny this is an 
essential part of doing business, 
and it ’s also easier to do than ever 
before. There are more online 
resources being made available 
every day, with online courses 
and easy to consume videos to get 
insight from influential figures in 
this space, so there’s few excuses 
for you to make if you’re not 
taking this point seriously. 

Marketing
This is one of the biggest challenges 

that I see organisations having to 
face in the marketplace, these days. 

You might have a superior product 
or service, but if you’re not talking to 
the right clientele, your organisation 

is likely to suffer. Finklestein notes 
that “having a good understanding 

of the pains your clients are 
experiencing and how your product 
and services stop that pain can help 
you understand just how to market 

to your customers-- and that’s 
critical to business success.” 

1 2  -  www.bestpractice.biz



Training  
We’ve mentioned a couple of times 
now that the environment in which 

you operate is always changing, and in 
acknowledgement of that, there needs to 
be a promise from the leadership team to 

continue to invest in the staff that make 
an organisation operate. “For training 

to be successful, however,” Finklestein 
explains, “there must be a direct link back 

to the business plan and an understanding 
of how training supports the successful 

implementation of the business strategy,” 
he says. Organisations that remain 

committed to making this investment are 
significantly more likely to have a vibrant 

company culture and retain their best staff 
members for a long period of time when 

compared to those that don’t. 

Work/Life 
Balance
Finally, putting this all together and 
somehow managing a healthy work-life 
balance is essential to ensure that you 
and the team remain sane throughout 
this process. “Successful business owners 
understand that every person has just 
1,440 minutes in any given day and how 
they spend this time directly impacts 
how effective they’ll be in growing their 
business.” I’ve talked previously about 
the Best Practice High Five, which is our 
amalgamation of aspects that build up the 
professional side of an individual, but also 
the spiritual needs of the human being. 
Remember, you can crack the whip all you 
like - on yourself or on those around you - 
but this isn’t sustainable unless they’ve got a 
healthy work-life balance. 

Financial Roadmap 
Of course, we can’t be having this conversation 
without a mention of effective financial 
management, which also ties into both culture 
and discipline in the organisation. “A financial 
plan reminds owners where and how to spend 
money, and it provides ways to measure 
progress or shortfalls. A sound financial plan 
is the cornerstone of a great business plan,” 
Finklestein writes. I think it ’s also worth noting 
that while there are always unexpected surprises 
as you go about your operations, having a robust 
financial plan will help accommodate these 
expenses, as well as give you the confidence of 
knowing the exact state of your finances as you 
move into the future. 

Sales 

On a similar note, your sales 
team is arguably the most important 

aspect in pulling all of this together. A 
high-level sales team will sell according to 

the organisation’s vision, business plan and the 
marketing strategy. “Successful owners know 

that the concept of selling is a process that can 
be measured and improved, like all business 

processes,” Finklestein explains. “They talk about 
the importance of having a consistent, measurable 

and repeatable sales process, and they engage 
professional sales trainers (with flexibility to 

customize training to their selling environment) to 
help create consistency within their selling process.” 
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PLAYING TO YOUR STRENGTHS  
E X P L O R I N G 
APPRECIATIVE INQUIRY  

B U S I N E S S  C O N C E P T

Time and again in business, organisations 
become fixated on remedying what’s broken. 
While in many ways this is the logical approach, 
it can also prove detrimental to the long-term 
efficacy of an organisation if it’s consuming all 
your time and resources. This fixation from 
managers out there leads an organisation 
to become bogged down by the negatives, 
all the while missing out on the potential of 
capitalising other valuable opportunities. While 
yes, it’s important to address problematic 
areas in the business, it’s equally as important 
to maintain the promises you’re making to your 
stakeholders and ensure the quality of your 
product or service doesn’t deteriorate while 
you’re working away on solving problems in 
the background. At the bedrock of appreciative 
inquiry as a principle, we’re looking to build 
an organisation around what’s working best, 

rather than wasting time and resources fixing 
what’s not working. 

This is where appreciative inquiry steps into 
the foray, a concept first coined by researcher 
and academic, David Cooperrider, who says 
that organisations can benefit from paying 
attention to the things they’re doing well, 
and consolidating upon their strengths. Its 
origins trace back to two researchers, David 
Cooperrider and Suresh Srivastva who 
published a paper in 1987 called “Appreciative 
Inquiry in Organizational Life.” The paper 
proposed a thoroughly-researched approach 
to problem solving in the context of business, 
which diverged from the typical approach, 
which Cooperrider believed was biased toward 
the negative aspects of operations. 

“Urgency shouldn’t ever necessitate  
the isolation of your customers”

Kobi Simmat explores the concept of appreciative inquiry, and how your 
organisation can benefit from improving what you’re already doing well. 

BY KOBI SIMMAT
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Think about it this way: have you been 
in contact with an organisation that has 
dropped everything to solve one issue? 
As a manager, this might appear to be 
the most pragmatic means of addressing 
the problem. The reality, however, can 
be something much different. Perhaps 
in the short period of time you’ve spent 
addressing a problem, the majority 
of your resources were taken from 
customer-facing areas and relocated 
internally, which left some of your 
customers figuratively out in the rain. 
Urgency shouldn’t ever necessitate the 
isolation of your customers, because the 
consequences of this can be disastrous 
for an organisation that is struggling in 
the market.  

David Cooperrider breaks up the 
concept of appreciative inquiry into a 
cycle of four processes, similar to the 
way in which the plan-do-check-act 
(PDCA) cycle encourages an organisation 
to never stop the cycle of improvement. 
Up first, the discovery phase asks 
everyone in the organisation to take 
a look at business as usual to identify 
your strengths and your weaknesses; 
identical to the first step of your 
strengths, weaknesses, opportunities 
and threats (SWOT) analysis. It’s 
essential to be as objective as possible in 
this step of the process, and get as many 
people in your organisation to take part 
as possible. 

Many organisations make the mistake of 
keeping this process in-house with high 
level executives and managers, when 
in practice, it’s a concept that benefits 
immensely from getting your eyes and 
ears on the ground to take part, too. 

More often than not, those employees 
have a much more detailed and accurate 
idea of what’s working well for the 
stakeholders of that organisation, so 
they can actually be more valuable than 
managers and executives in this step of 
the process. If you have customer-facing 
employees take part in this phase, you’ll 
have the best possible data on what your 
customers value from your organisation, 
and what they enjoy most about your 
operations. From here, you move to the 
second phase of the process: envisioning 
what could potentially make this better 
for everyone. 

In the second stage, your organisation 
is envisioning what the absolute dream 
version of this particular process 
would be. For example, if your team 
identified one key strength that your 
customers enjoy- the speed or quality 
of communication between the 
organisation and the customer, for 
example, you should start postulating 
how this could be even better. Early on, 
take the ‘sky’s the limit’ approach, and 
think if you were to have infinite time 
and resources to make an improvement, 
how it would transpire. From here, 
you can inject some realism into your 
planning when you enter the third phase 
of appreciative inquiry: designing. 

In the planning phase, you’re trying to 
make those dreams a reality. Keeping 
in mind that these dreams are to the 
benefit of your number one stakeholder: 
your customers. If an idea being floated 
entails something detrimental to your 
customer, it needs to be trashed. 
If, however, you can achieve that 
optimisation without hindering the 
customer experience, this idea should 
be explored further as you move into the 
fourth and final stage: deploying your 
destiny. 

The final stage of the process might 
require some experimenting, along with 
carefully monitoring the effectiveness 
of the change you’ve implemented. 
High-functioning organisations are well 
aware of the need to innovate at speed 
with the market, not simply in reaction 
to changing customer requirements, and 
at the base of appreciative inquiry, that’s 
what you’re pulling off. 

The best part is that you’re playing 
off your strengths, and making your 
customer’s experiences with your 
organisation even better. There’s a 
number of ways to address problems 
in your organisation, but relatively 
few when talking about consolidating 
your strong points; this is often where 
organisations become complacent, and 
a strong-point can erode away- along 
with customer confidence in your 
organisation. With appreciative inquiry, 
however, you’re better positioned to 
capitalise on what you’re doing well at, 
which can alleviate time and resources 
that you can allocate to fix other 
problem areas before they become an 
existential threat. 
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O
Invest in 
Retaining
Not Retraining

P E O P L E

One of the greatest challenges facing organisations in the 21st century is retaining great staff. While 
many of the leaders I’ve come into contact with are quick to dismiss the phenomenon as a millennial 
‘thing’, I believe that this misses the heart of the matter… and the research would agree with me, 
I’m afraid. We, as humans are wired in a fairly similar manner, and while a handsome pay-packet 
might help spur some motivation within an individual, it ’s not feasible when it comes to long-term, 
sustainable motivation and productivity in the workplace. From personal experience, I’ve had a number 
of conversations with leaders that are struggling to hold on to their best members of staff, and are 
plagued by the subsequent time and resources wasted in the re-training of new staff. Retaining, I 
believe is far more valuable to the future prospects of an organisation that retraining. 

Hugh Hall unpacks how an investment in your staff could be the best one you’ve made so far.

“Retaining talent has surpassed attracting talent as the number one priority.”

Our Team

The people in 
your corner!
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The latest “Greatest Place To Work” report, 
co-authored by Zrinka Lovrencic puts the 
problem into perspective and says that 
organisations that separate themselves from 
the pack are the ones where “employees are 
respected, treated fairly, leaders are credible 
and trust is nurtured.” Lovrencic says that 
“to improve both retention and productivity, 
organisations are investing in their people.” In 
response to this, HR is now being rebranded 
across organisations out there as ‘people and 
culture’, and it ’s no longer being viewed as a 
cost centre, but rather as a source of value 
creation, considering how much more value 
a productive and happy employee can add to 
the organisation. 

If you’re in need of any more proof in this 
context, take the report’s specific mention 
that “retaining talent has surpassed attracting 
talent as the number one priority” for 
organisations in the modern context, as well 
as the fact that for 80% of organisations, on 
average, employee retention is the greatest 
challenge they face moving into the future. 
Research also shows that in the context of 
the US, 40% of employees that don’t receive 
additional training are likely to quit their 

position within a 12-month period. We can 
see by these figures, then, that there’s a new 
hurdle for organisations to overcome in the 
modern era.

Thankfully, however, it ’s a force that you’re 
more able to control in-house, as it ’s an 
internal problem and not an external force 
that remains out of your control. 

“Companies that engaged their employees with training programs and 
additional support outperform their competitors by 202% on average.”

As we pivot toward investing in the training 
of your staff specifically, I’m reminded of a 
timeless quote from Benjamin Franklin who 
said that “an investment in knowledge always 
pays the best interest.” It ’s astounding just 
how many organisations underestimate the 
importance of training their staff, especially 
considering that the Association for Talent 
Development in the US says that companies 
that offer comprehensive training programs 
for their staff have a 24% higher profit margin 
than their counterparts. There has also been 
research published stating that companies 
that engaged their employees with training 
programs and additional support outperform 
their competitors by 202% on average. There’s 
a raft of correlations we could continue to 
make to drive our point home, here, but I think 
it ’s self-evident by this stage of the piece just 
how important it is to make your staff feel 
valued and intellectually stimulated in the 
workplace. 

Before I sign off, it ’s worth addressing the idea 
of trust. How can you foster trust if your go-to 
move involves a revolving door of staff? You’ll 
find it more difficult to gather momentum in 
your organisation if you’re bogging down your 
pace with the constant re-training of new staff. 

Perhaps more significantly, the more time one 
staff member stays with your organisation, 
they’ll be able to paint a more detailed and 
accurate picture of your operations, and 
they’re more likely to propose and execute 
new strategies to help the organisation, 
whereas a new staff member won’t have the 
experience, confidence or knowledge to do 
the same. This is where we begin to see the 
divergence between organisations that invest 
in retaining their staff, and those that don’t.

From our point of view, it ’s a shame to see 
otherwise high-level organisations begin to 
buckle from the inside out when great staff 
members begin walking for the door. While 
yes, you can’t expect people to stay in the 
same role, with the same organisation forever, 
I don’t believe it ’s a bridge too far to accept 
some responsibility in terms of being proactive 
about their professional development. Richard 
Branson once said that you should aim to train 
staff so they can leave, but treat them so they 
won’t. Branson’s quote is the quintessence of 
what I’ve tried to portray in this piece, so once 
again, maybe it ’s time to make an investment 
in the people inside your organisation that will 
surely pay massive dividends in the future.
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“Intelligence is one thing, 
but when you're hiring you 
have to take a candidate’s 
emotional intelligence  
into account.”

T H I N K I N G

Emotional intelligence is one of those buzz-words that is thrown around, arguably more than any other 
these days. While I’ve seen it used in a variety of contexts, the truth is that emotional intelligence runs 
deeper than most leaders I’ve witnessed have read into, and there’s a heap of benefits in store if you 

take into account the five pillars at the bedrock of the concept. It’s quite a dense topic, considering 
there’s nearly six-decades’ worth of research out there, however, I’ve been burying my head into it for 

the past few days for your reading pleasure- let’s jump in.

Emotional 
Intelligence

BY ALEXI FALSON

You’ve more than likely heard of it, but how can you 
actually leverage emotional intelligence in your life? 

Kobi Simmat explains. 
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First off, why is it so important? Well, to put it 
simply, there’s a body of research out there with 
peer-reviewed studies drawing the link between 
individuals with high emotional intelligence 
have greater mental health, job performance 
and leadership skills. This, more than often 
translates to high-functioning professionals that 
can turn an organisation’s numbers around and 
have a profound impact on the people they work 
with. Just one person exhibiting the best and 
most effective emotionally intelligent behaviours 
can have a massive impact on an organisation- 
that’s why it ’s such an important concept to 
capitalise on.

In short, while IQ might be an indicator of 
intellectual intelligence, emotional intelligence 
(EI) is an indicator of a person’s ability to both 
identify and manage emotions in themselves 
and the people around them and leverage this 
for success. Intelligence is one thing, but when 
I’m hiring you have to take emotional intelligence 
into account.

Emotional intelligence is a quality that, while 
difficult to put into practice properly, enables us 
to confront problems with insight, empathy and 
patience both for ourselves and while working 
with other people. It came about in the 1960’s 
largely because of the fact that intelligence was a 
general, one-dimensional quality at that point in 
history, and didn’t properly attribute the variety 
of different traits that contribute to someone’s 
overall demeanour. Now, let’s jump into a brief 
overview of the five pillars that underpin the 
concept of emotional intelligence.

Self Awareness
At times, it ’s good to overestimate our abilities 
because it factors out any limitations we 
might put on ourselves while setting goals; 
the keywords in that sentence are ‘at times’, 
however. The reality is that you need to be 
reasonable in this process, and aware of your 
strengths, weaknesses and flaws. In much 
the same way as a SWOT analysis, a key to 
emotional intelligence is being aware of these 
things and how they play into your everyday 
interactions at work and in your personal life. 
As the concept explains, before you can make 
significant changes in your life, you have to first 
be aware of the tools that you’re working with; 
this is  self-reflection leading you to essentially 
take-stock of what resources and capacities 
you’ve got at your disposal. 

Emotional awareness, as theorists explain, 
translates to the ability to recognise the 
emotions you’re experiencing, and understand 
that while these can be powerful, you can 
also factor them out of the equation, akin to 
a professional athlete that factors out their 
emotions from inside themselves and from 
the crowd while performing at a high level. 
Daniel Goleman says that the competencies 
that come with a high-level of self-awareness 
are: the ability to recognise your emotions and 
the impact they have on your life, as well as 
your strengths and limitations, and finally, an 
awareness of your self-worth and capabilities. 

Motivation
Now, moving on to one of the more elusive 
factors at play: motivation. It ’s the engine 
turning the wheels toward an achievement or 
deadline, reinforced by our commitment to 
goals. While this part of the article warrants 
an article of its own, according to the theory of 
emotional intelligence, there are two forms of 

F
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motivation: intrinsic and extrinsic. As you can 
imagine, intrinsic motivation is a person’s 
ability to stay on-task and moving toward a 
goal without any external reinforcement; those 
people that manage to stay focussed and ahead 
of the crowd when it comes to getting the job 
done. On the other hand, extrinsic motivation 
comes in the form of your colleagues, your 
managers, your boss, the prospect of a raise 
or a bonus, as well as the powerful subsequent 
pressures that stem from project deadlines 
and meetings. Theorists argue that intrinsic 
motivation is one of the keys to leveraging 
emotional intelligence, as it ’s important to have 
the ability to keep yourself on task without 
external forces at play, but they are in fact 
motivators that can’t necessarily be ignored.

Self Regulation
Self-regulation or self motivation carries on in 
a similar vein to what we’ve just addressed but 
focuses more on a person’s ability to control 
yourself and your emotions and impulses, as 
well as how well you can leverage your resources 
and abilities in any given interaction. Think of the 
concept of over-promising and under delivering, 
for example. It ’s better - in whatever context, in 
business or your personal life - to under promise 
and over deliver on the promises you’re making 
in your interactions. Disappointment is one of 
the most powerful emotions we as humans can 
feel, and in the context of doing business, it can 
perpetuate a negative feedback cycle stemming 
from negative word-of-mouth feedback and 
online reviews.

The five elements of self-regulation go as 
follows: self-control, trustworthiness, 
conscientiousness, adaptability and innovation.

As we’ve discussed previously, it takes years and 
years to build up your reputation, so managing 
your promises and keeping the concept of self-
regulation as a pillar of emotional intelligence is 
a key aspect of bringing the concept together as 
a whole.

Self-control 
Trustworthiness  
Conscientiousness 
Adaptability  
Innovation.

M
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Empathy
If you’ve visited our blog recently, it will come 
as no surprise that empathy is an extremely 
important factor to get right in both business 
and in your personal life, considering just how 
much I've been covering the topic. I’d argue 
that this is one of the most important pillars 
of the concept. If you can put yourself in 
someone else's shoes, even just for a minute, 
you'll be significantly better off when it comes 
to analysing the transaction or the interaction 
when you take into account their sensibilities 
and their concerns. This is particularly important 
when we're talking about the concept of your 
customers and their concerns, but applies 
equally when we're talking about colleagues in 
your organisation or your loved ones.

Social Skills
Now, I’ve placed social skills lower down in 
the chronology for a reason. I believe if you 
can practice the points we’ve discussed: self 
regulation, awareness and being motivated 
you’re in a better place when it comes to 
optimising your social skills. Individuals with 
high-level social skills are better equipped to 
handle and influence the emotions of other 
people in those interactions; this can be the sole 
determining factor between winning a deal and 
losing one.

Theorists say that the key areas to cover when 
exercising your social skills are: persuasion 
and influencing skills, leadership skills, conflict 
management skills, communication skills, change 
management skills, relationship building skills as 
well as your ability to cooperate and collaborate 
with your colleagues.

Emotional intelligence is one of those concepts 
that is implicit in job interviews and recruitment 
processes, whether or not the employer is even 
aware of it or not. While someone might be 
exceptionally credentialed, if they’re unable to 
fit into a role due to a lack of communication or 
collaborative skills, or they’re unaware of their 
foibles and consistently break promises, you 
can see how a lack of emotional intelligence 
can contribute to immeasurable frustration for 
everyone in a business.

The process begins with the individual getting 
an understanding of their set of emotions (self 
awareness), then learning how to manage and 
leverage these emotions (self regulation). From 
here, you’re in a better place to use these to plot 
a map to the achievement of your goals (self-
motivation), and with empathy, you’ll be able to 
contemplate reactions to the message you’re 
communicating and ultimately achieve a deal 
through social interaction. It might take some 
time to wrap your head around the concept, but 
it ’s truly transformational when you do.
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A great organisation 
is made up of great 
people- no one can 
argue with that, 
although a number of 
CEOs and management 
figures tend more 
than often to take the 
credit when it comes to 
positive results. On a 
similar note, however, 
I’m in the business 
of hiring brains- so I 
want them in the best 
possible shape. While 
there’s an infinite 
number of personalities 
out there, on a more 
basic level, our brains 
are wired in very 
similar ways, and from 
personal experience, 
exercising some of 
these simple - and 
enjoyable - tips in your 
working life will keep 
you more motivated 
and productive, as well 
as help you enjoy the 
working day that little 
bit more.
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S START YOUR DAY RIGHT
There’s the old cliche that the early bird gets 
the worm, however, that worm could mean any 
number of things. One of the most transformative 
things I’ve implemented in my life is setting my 
alarm clock to go off a little bit earlier than normal, 
and taking some personal time before I think 
about the day ahead. This comes in the form of 
a paddle on my kayak, a simple walk to watch 
the sunrise, or having breakfast with my son. 
Just because it’s a weekday doesn’t mean there 
need to be any negative connotations! If you’re 
simply jumping out of bed and straight into the 
car for the work commute, you’re likely going to 
create a negative feedback cycle associated with 
your morning routine that will take a toll on your 
creativity and subsequent productivity. Keep 

this in mind, and try to do something selfish that 
will raise your dopamine levels for the morning’s 
attack at the office. 

 PLAN YOUR ATTACK
On that note, you want to plan your attack on the 
day accordingly. It would come as no surprise to 
you that the morning is your most productive time 
of day, so keep this in mind as you’re planning 
which task to tick off the list first. I encourage 
you to bite off the largest, most challenging - or 
the task you’re looking forward to the least first 
thing in the morning. On your commute, try to 
strategize ways you can achieve that task in the 
most efficient or effective way possible; but keep 
your eyes on the road if you’re driving! More often 
than not, employees will peruse their inboxes for 
a sizeable chunk of the morning, flippantly tossing 
up tasks they might achieve before lunchtime.

This can give off the illusion that you’re working 
when you’re actually wasting some of the most 
productive hours of the day. I encourage you to 
stop this, and jump straight into the task at hand 

with the energy and motivation that you’ve got 
stored up in the tank first thing in the morning. 
Once it’s done, you’ll more than likely be riding 
the positive hormones and psychological benefits 
from having ticked that box by lunchtime for the 
rest of the day.

 SET DEADLINES
If you’ve agreed upon a deadline for a task in a 
meeting, bring it forward a day or two for your 
‘personal deadline’. You might think that this 
will create unnecessary stress in your working 
life, but it’s actually a great tool to increase 
your productivity and time management skills. 
In practice, this is even more effective if we’re 
talking about tasks that don’t actually have a 
deadline; they’re actually the perfect place to start 
practising this skill. If you’re imposing deadlines 
on yourself for tasks that don’t need one, you’ll 
find yourself working with more purpose, which 
coincidentally helps the day feel as though it’s 
dragging on. The aim here is to eventually get you 
to work with purpose and avoid procrastination 
on every project you’re working on. Management 
will surely notice that you’re taking a proactive 
approach to the day, rather than a reactive one- 
which is one of the most desirable qualities I find 
in my staff. 

  OLENSKI’S  
‘TWO-MINUTE RULE’

Steve Olenski, a famed entrepreneur coined the 
term ‘two-minute rule’ in the context of business, 
which touches upon a similar theme to what we 
discussed in the ‘plan your attack’ paragraph 
of this piece. Olenski encourages everyone to 
capitalise on even the smallest windows of time in 
your working day and to get a simple task ticked 
off the list. If you take note of an action or task 
that can be achieved in a small amount of time 
like two minutes - be it an email you might have 
forgotten to reply to, or checking your calendar 
for the next appointment and doing some 
quick preparation or simply giving a colleague a 
compliment on their recent effort (see my piece 
on gratitude- coming soon) - you’re positioning 
yourself better for a productive day. Often, people 
will use this time to get absolutely zero achieved, 
so my advice to you is to capitalise on it!

‘THE PSYCHOLOGY WORKING 
IN THE BACKGROUND HERE 

IS THE CONCEPT OF THE WAY 
IN WHICH YOU CAN CREATE 

A POSITIVE FEEDBACK CYCLE 
WHEN IT COMES TO WORK.’
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 START SAYING NO
In business, you need to be able to multitask, but 
there’s an inherent trade-off at stake here, and if 
you get the balance wrong, it’s at risk of all coming 
tumbling down. The most effective staff members 
I’ve got in my organisation are the ones that are 
able to take multiple projects onboard, but also 
have the ability to say a simple, “I’m sorry, but 
I’m working on project X and Y at the moment, 
realistically, I won’t have time to work on project 
Z.” Some people are terrified of the prospect of 
turning down a project in fear of their manager’s 
reaction, and I'll be the first to admit that there 
are some incredibly unreasonable managers out 
there that push their employees way too far, but 
at the very least, you can raise your concerns 
about having an overflowing workload, and if you 
underdeliver on a project, you’ve got valid reasons 
that you raised with your manager. It’s a tricky 
tightrope to walk, and you should be aiming to 
have several tasks ‘on the fly’ at the same time, 
just keep it in the back of your mind that a plate 
that is too full is likely to backfire and begin to 
work against you.

 BREAK UP YOUR DAY
There’s research out there published by the 
Florida State University linking elite performers - 
be them anything from athletes, entrepreneurs to 
school teachers - perform at a much higher level 

when they work in broken up intervals of time. 
This is something that you’ll often see - wittingly 
or not - factored into the daily plan of high-level 
executives that need to cover a lot of ground in 
a single day. The research purports that if you’re 
to utilise certain parts of your brain for a certain 
period of time, breaking this up and moving onto 
another task will leverage a different part of your 
brain, or give you a seemingly refreshing break 
from the task at hand.

On a personal note, this is something that I’ve 
found transformative in terms of my professional 
and personal life, as it’s helped me manage time 
much more effectively. I’ve started with sixty-
minute chunks of time and eventually honed in on 
twenty-minute periods of time. This allows me to 
schedule in more meetings with different people 
in my organisation, clients and family. It’s worth 
mentioning that the researchers in question found 
that the top performers they studied worked no 
more than 4.5 hours per day on their speciality, 
despite the fact they managed to stay on top of 
their game. This goes to show that burying your 
head in a single project for 8-hours without a 
break can be a complete waste of time.  
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 REWARD YOURSELF
On that note, this is a perfect segway to wrap these 
tips up with arguably the most enjoyable piece of 
advice I can give. What’s the point of grinding yourself 
down without rewarding yourself? If you’ve finished 
the day’s biggest task, act accordingly and give your 
brain a rest, and aim for something that will give you 
a positive rush of dopamine. The psychology working 
in the background here is the concept of the way in 
which you can create a positive feedback cycle when 
it comes to work. No matter how imperative a task 
seems, it’s important to realise that your mental 
health comes first. I mentioned this point earlier, 
but managers that rule with an iron first shouldn’t 
be classified as managers at all. Do your best, but 
remember there’s a big, beautiful world out there and 
treat yourself. 

  A BRIEF NOTE FOR 
LEADERS & MANAGERS

At Best Practice, I’ve been working hard on imparting 
the principles of what we call the Best Practice 
High Five, which we covered in an earlier edition of 
Certified. At its most basic level, the high five is a way 
to increase both the productivity and happiness of 
your staff; you’ll find they’re closely linked. It’s also 
worth mentioning that you should start stretching! 
What I mean by this is increase your flexibility when it 
comes to adapting to the needs of your staff. If you’re 
perpetuating a working environment that feels strict 
and regimented, this will more than likely take a toll on 
the productivity of your staff- avoid ruling with an iron 
fist, usually, it creates little but an upheaval against 
your organisation.
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              Your 
Organisation 

B U S I N E S S

PART 1

Marketing
First up, let’s start with some marketing advice 
from one of the best in the business, and a man 
I’ve been lucky enough to spend some time with 
over the past months, Gary Vaynerchuck. For the 
uninitiated, Gary has transformed the marketing 
landscape in recent years with a radical approach 
to marketing that in many ways throws out 
the old ‘playbook’, and his stratospheric rise 
to prominence is proof that his methods work. 
Gary argues that organisations should always be 
thinking of how to get the audience’s attention, 
and remember that “convenience is king.” 
Likewise, telling rather than selling, or acting like 
a media property and not like an advertiser is an 
essential piece of advice for marketers. “Bring 
value to your target audience,” he says, rather 

than simply selling them a product. “You have to 
do it for the audience, not for yourself… Empathy 
for the end-user is the ultimate unlock,” he adds. 

Obviously, social media is a big part of this, and if 
your organisation isn’t already capitalising on its 
potential, you’re missing out. This, too, applies to 
a multi-channelled approach with your marketing, 
so don’t hedge all your bets on one social media 
platform: “If you can’t communicate on the eight 
platforms that dominate consumption on mobile, 
you will fail,” he says. Finally, one of the greatest 
marketing hacks Gary V has offered up thus far 
is the need for organisations to experiment; 
don’t simply repeat what works… take 20% out of 
your marketing spend and direct it to trying new 
things. From here, check back in and judge their 
effectiveness and whether or not you’ll continue 
with this strategy.  

While the word ‘hack’ might have negative connotations, it’s also a useful word 
to describe implementing fast-tracking new strategies. Say, for example, you’ve 
discovered a new service that will take a significant amount of the hassle - not to 
mention time - out of hiring new staff. You have, in essence, ‘hacked’ your recruiting 
process. Hacking your organisation is an integral part of the organisation’s 
sustainability as you move into the future, and with the emergence of disruptive 
technologies and competitors alike; it’s an essential part of keeping up with the 
rapid pace of business these days. Let’s take a look at the vital aspects of your 
organisation: marketing, finance, internal culture, customer service, sales, and of 
course, growth-hacking. 

Great organisations don’ t necessarily work harder than anyone else-  
they just work smarter; here’s my guide to watching your organisation 
improve by hacking all aspects of your operations. 

Hacking
BY KOBI SIMMAT
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              Your 
Organisation 

Financial Hacking
This is possibly the most difficult 
area in your organisation to hack; 
after all, you can’t simply create 
money out of thin air. There are, 
however, a number of ways you can 
refine your financial reporting and 
planning through the use of new, 
emerging technologies that can help 
alleviate pressure on the members of 
your financial team, so they can direct 
their efforts into other problem areas 
of the organisation. Setting objectives 
and goals is also an important step 
relating to  strategic reviews and gives 
the management team a chance to set 
some revenue targets or acquisition 
of new clients or more cost-effective 
suppliers. While the traditional 
model of strategic reviews points to 
quarterly meetings, I’d argue that in 
the context of financial reviews, check 
in monthly with your numbers- and 
your goals and objectives. Next up: 
automate, automate, automate. That’s 
not to say you should be replacing 
people with machines, rather, give 
them a set of tools that can improve 
the efficacy and time-effectiveness 
of their role. There’s a mammoth 
industry in financial software that has 
emerged in the past few years, so take 
the plunge and make an investment. 

Sales Hacking
I’ve recently rebranded my sales team in 
light of this issue. No longer are they sales 
managers, representatives or assistants  
they’re sales hackers. Sales hackers aim to 
optimise the process each step of the way, 
going above and beyond to achieve their 
targets and aim to elevate the team around 
them with a simple belief: that the product or 
service has real-life benefits to the end-user. 
If they don’t believe in the end deliverable, 
they’re not in the right job. Emily Bauder, an 
expert on the topic says that sales hackers 
“eat metrics for breakfast”, meaning that they 
go far beyond a simple sales report- they 
familiarise and learn to leverage the data 
and their CRM to determine what is and isn’t 
working. This motivates them to work harder, 
and with the insights gained from studying the 
numbers, more effectively. 

Sales hackers also have an incredibly detailed 
portrait of the organisation’s target audience, 
so you’re not shouting your message at a 
crowd of strangers, you’re talking in a civilized 
manner to those potentially interested in your 
product or service. This is where marketing 
and sales hackers meet, with the end-goal 
in mind to work smarter, not harder. “Just as 
sales hackers devour sales metrics,” Bauder 
states, “they’re always hungry for information 
about customer preferences and behaviors 
- especially since it can help close future 
deals. The better you understand the market 
and what drives buying decisions, the better 
you can leverage that information to your 
advantage,” she concludes. 
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Your 
Workplace 
Culture 
is Being 
Destroyed 
One 
Conversation 
at a Time.
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Tulsi van de Graaf 
explores how even 
the most productive 
organisations can  
be eaten from the  
inside-out by a toxic 
working environment.

It’s the team leader yelling ‘are you 
an idiot?’, the leader who doesn’t 
check in with staff about how 
they’re doing and doesn’t seem 
interested. It’s the partner in the 

firm not introducing the new lawyer to 
the team, the manager shouting across 
the partition for an answer to data 
that she needs and getting frustrated 
when she doesn’t get it immediately. 
It’s the team going out for lunch with 
the chosen few, not inviting others and 
whispering to each other while other 
staff are around. The distressing work 
event that happens to a staff member, 
yet no manager checks how she is 
doing a day after, two days after, a 
week after- or ever. 

It’s the person who says ‘yes, but’ 
in most meetings, turns up late and 
no-one has talked to him or her about 
this, or the team member who criticises 
others ‘in the nicest possible way’ and 
no-one has said that it makes them 
feel bad and no manager has called out 
the behaviour. It’s staff becoming so 
disheartened by the communication 
of the boss that they do the bare 
minimum even though they used 
to be the ones who would turn up 
early, leave late and do everything 
enthusiastically to get the job done. 

It’s possible- it just takes awareness, 
focus and most importantly- action. 

These are the common themes we see and the common challenges 
we address and it’s costing your staff, your team, management and 
the organisation, time, money, well being, productivity, reputation 
and profit.

In the work that we do, we see again and again the need to develop 
leaders and staff to be able to address these kinds of issues. It’s 
supporting leaders to lead bravely and with inspiration. It’s helping 
staff manage their own challenging emotions. It’s developing staff 
so they can communicate and engage in a way that enhances 
connection and minimises disconnection and conflict including 
raising issues appropriately, actively listen with interest and 
empathy and expressing appreciation.

We also consistently hear people talking about the ‘soft skills’ but 
without a doubt these are the ‘hard skills’ and the most important 
ones that will make all the difference to your people and your 
organisation. I’ve never met anyone who hasn’t been affected 
by a challenging workplace conflict, a challenging person or a 
challenging workplace culture. The common theme is avoidance or 
no or inappropriate action. This doesn’t have to be you. The first 
step is diagnosing the ‘problem’. The next steps are developing the 
right skills in your leaders and then taking the steps to set values 
and expectations, create accountability, appreciate and praise your 
staff and start on the road to creating a positive workplace culture. 
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S P O T L I G H T

Kobi Simmat explores the 
benefits of a transformative, 

empathetic management style.

EYES ON 
EMPATHY  

IN THE 
WORKPLACE

T
There’s one thing in business that is often 
under-leveraged, if not completely forgotten 
or omitted by management teams that fail to 
see the value of empathy. This is a disaster, 
especially considering just how easy - and 
essential it is - to put yourself in someone 
else’s shoes when it comes to identifying 
areas that need improvement in your 
organisation, as well as offering up areas that 
could be consolidated.

Before we get into that, let’s take a look at 
exactly what constitutes empathy in the 
context of your organisation’s operations. 
Empathy, in a simple definition, is the ability 
to see the world from someone else’s 
perspective; in the context of business, 
that could be a customer, a staff member or 
even a competitor. The minute you take a 
step back and look at the world through a 
different lens, you eliminate any chance of 
prejudice or preconceived notions spoiling 
the objectivity of your gaze; this is when 
you can make some of the most impactful 
changes to your organisation.

Regardless of exactly where in the 
organisation an employee works, be it in the 
marketing, sales, accounting or operations 
teams, they’ll be more effective at their role 
if they take an empathetic approach to doing 
business. As you’ll find out, there’s a raft of 
benefits in-store when you deploy the tool 
of empathy in your organisation, so let’s take 
a look at a few of the biggest changes you’re 
likely to see.

BY KOBI SIMMAT
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Customer 
Satisfaction
One of the most obvious benefits of 
being more empathetic in the context 
of business is that you’ll see both 
increased customer satisfaction, as 
well as increased sales through their 
referrals and positive feedback of your 
organisation. The moment your team 
takes an empathetic approach and begins 
to realise that customer feedback is 
absolutely invaluable in terms of getting 
an understanding of how well your 
organisation is serving the needs of 
customers. With an empathetic view, you 
can better understand their needs and 
fears, as well as what they truly value - 
and what truly upsets the customer - in 
their transaction with your organisation.

Highly effective people working in 
sales have known how to leverage this 
for decades now, as it’s an essential 
skill and can help a client feel as 
though they’re being listened to, with 
changes implemented to better serve 
the customer. If your organisation is 
perceived from the outside by customers 
and competitors alike, you’re likely to see 
an increase in sales and referrals from 
well-served customers that value your 
empathetic approach.

If you look at it in the context of your 
competitors, you can get an understanding 
of where their priorities sit, and what 
they’re paying most attention to as they 
serve the market. This can then inform 
your organisation as to areas you should 
be refocusing or consolidating your 
attention to ensure your customers are 
well-served, or you continue to separate 
from the pack in terms of your unique 
selling point that attracts new customers 
and retain existing ones.

Staff Morale & 
Productivity
So far, we’ve been talking about the 
external benefits of leveraging empathy 
in business, but there’s also the profound 
change to your organisation’s culture in 
store. Research shows that empathetic 
employers are more likely to retain their 
staff for a longer period of time, and get 
better results from them while they’re 
working for your organisation. It’s not 
difficult to see why. If you’re a small 
part of a large organisation that often 

doesn’t get a chance to 
air your frustrations, 
you’re more likely to 
see your efforts in vain 
and lose motivation 
rapidly when compared 
to an employee of an 
organisation whose 
management team is 
empathetic to their 
staff members.

If your organisation can 
be more empathetic 
to its staff members, 
you’re likely to see their productivity 
rise with their morale as the two are 
inextricably linked.

Pragmatically, you’re set to benefit from 
the speed in which your organisation 
can respond to small problems before it 
becomes a large, all-encompassing crisis. 
I often think of it as an opportunity to get 
invaluable feedback from the ‘boots on 
the ground’, if you will, which is essential 
in shaping the direction and purpose of 
the organisation- as the market is never 
standing still.

Innovation
In spite of what many management 
teams think to be true, an empathetic 
approach to doing business can also 
spur profoundly organisation-changing 
innovations. As I mentioned in the last 
point, your boots on the ground are often 
the most telling and accurate source of 
information and can be more powerful 
than data-filled spreadsheets in terms 
of informing your management team 
on the necessary changes to operate in 
the future. Now that you’ve given both 
your staff and your customers your full 
attention, you’ve got the opportunity to 
get their honest feedback about what can 
be improved in your organisation, which 
often leads to important innovations 
inside the organisation.

Perhaps taking an empathetic approach 
to your customers has led to an increased 
amount of customer feedback for you 
to digest, and you’ve noticed a recurring 
theme surrounding your billing model. 
If your management team takes these 
concerns seriously - and it should - you 
can now begin to innovate how you serve 
those customers in a way that doesn’t 
make them feel violated in the transaction.
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In 2020 we’re bringing you a suite of specifical performance focused 
webinars. In 2019 we discussed aspects of ISO standards, clause by 
clause - section by section and when new standards will be released. 

I’m excited that in 2020 we get the opportunity to get back to business 
and focus on discussing the key tips and tricks for developing, 
implementing and maintaining simple, efficient, safe, sustainable, 
and ultimately profitable management systems.

MISSED THE DATE?
All webinar recordings are 
available on our Training 
Academy - scan here!

Join us for an in-depth look at how to best market your 
organisation in an increasingly busy marketplace. Kobi is set 

to cover topics like finding your audience, analysing the data, 
experimenting with new strategies, how to ‘hack’ your marketing 
strategy, exploring customer avatars and the customer journey to 

ensure you’re giving your target audience something of value, and 
not simply an advertisement. 

TIP AND TRICKS FOR  
SALES AND MARKETING

15th April 2020 
10:30am-11:30am AEST

This webinar is centred on a rising phenomenon in the world 
of management systems: e-audits. Depending on your location 
and operations, e-audits might be the only viable option for your 
organisation, however, there’s a number of considerations to ensure 
they run smoothly, and produce results. Kobi will be discussing these, 
amongst a number of others in our June webinar. 

REMOTE OR E-AUDITS

17th June 2020  
10:30am - 11:30am AEST

Organisations are often bogged-down rather than assisted by their 
processes in the 21st century, so join Kobi for a webinar focussing 
on the concept of favouring agile framework, rather than rigid, 
tedious processes in your strategic planning. Kobi will give you a 
comprehensive guide on the framework he’s implemented, as well as 
offer up industry insights as to what does - and doesn’t work - when 
it comes to decision making.

FRAMEWORK OVER PROCESSES

15th July 2020  
10:30am - 11:30am AEST

Depending on your industry and operations, some management 
styles are more suitable than others. Join us in May for a discussion 
on how to most effectively deploy empathy in your organisation, 
leveraging love languages for more pointed conversations, and 
discover just how important culture is to your organisation’s long 
term viability. 

MANAGEMENT & LEADERSHIP STYLES

13th May 2020 
10:30am - 11:30am AEST

In this webinar, Kobi will cover all the essential information 
on how to optimise and leverage an effective internal audit. 

We’ll cover the skills and qualities of an internal auditor, how 
best to perform an effective internal audit, and one of the 

most important aspects, how to improve your team’s ‘buy-in’ 
to the process as a whole. It’s one of the more critical things 

to cover, and with a few simple steps, you can be a master of 
the internal audit. 

HOW TO SUCCEED AS AN 
INTERNAL AUDITOR

11th March 2020 
10:30am - 11:30am AEST

Live and Interactive!

W E B I N A R  C A L E N D A R

If you’re unfamiliar with the webinar format; it’s a 
great, interactive and informative way to engage 
with content, hosted by our CEO, Kobi Simmat. 

Free  
webinars 
Watch us on YouTube
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bestpracticetalent.com

We have, and we're doing 
something about it:  
Best Practice Talent.

HAVE YOU FELT 
THE PAIN OF A 
BAD HIRE? 
Worked with a recruiter  
that just didn't "get"  
your business?

Discover your best option when 
it comes to recruitment, with 
Best Practice Talent.

With Best Practice Talent, your organisation benefits from  
an agency that believes perfection is something you don't  
just stumble upon - it's systematically acquired.

We know your systems, we know your business and we are 
going to work with you to find you the best new talent.

At Best Practice Talent, we combine our experience with 
quality management with the latest iteration of PXT software, 
specifically designed to compare results from recruits, and 
make sure the person filling up a seat in your organisation  
is the perfect candidate.
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Best Practice has gathered some of the 
top Business Improvement and Leadership 
Coaches in Australia to teach, inspire, and 
motivate our future leaders of tomorrow.  
Come to learn strategies and tools 
that you can implement in your life to 
transform your organisation! 

February 26th - February 27th 2020

PRESENTED BY BEST PRACTICE  
THE PULLMAN HYDE PARK, SYDNEY
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2020 VISION 
BUSINESS
SUMMIT

THE 2020 VISION BUSINESS SUMMIT 
WILL HOST 14+ SPEAKERS




