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By the end of this course, you will be able to:

• Intentionally create experiences with clients that make it crystal clear – “you 
are in it for the relationship and care”

• Engage clients in insightful dialogue that draws them in and “sparks” 
innovation

Objectives
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LOCATION, 
LOCATION, LOCATION

Above or Below the Line
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Locating yourself



11/3/2020

5

© 2020 RSM US LLP. All Rights Reserved. 

© 2020 RSM US LLP. All Rights Reserved. 

Locating yourself
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People feel cared about, and trust is 
built, when they know that we have a 
genuine interest in knowing them, knowing 
about them, and having what we know 
matter.

Dr. Henry Cloud, 
Integrity
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CURIOUS

Sparking the Spark
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 Curiosity is the state of being curious: inquisitive, wondering, ready to poke 
around and figure something out. 

 Curiosity is the difference between what you know and what you want to 
know.

What is curiosity?
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• Children ask approximately 200+ questions per day. 

• Adults ask about  20+questions per day.

Data on this slide from Jeffrey Proud, Ph.D Educational Administration and Management & Group Dynamics, Motivation Theory, Game Theory, February 2019

Did you know…



11/3/2020

8

© 2020 RSM US LLP. All Rights Reserved. 

 Ask lots of great questions. ... 
 Seek surprise. ... 
 Are fully present. ... 
 Are willing to be wrong. ... 
 Make time for curiosity. ... 
 Aren't afraid to say, “I don't know.” ... 
 Don't let past hurts affect their future.

Fast company

Curious people
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THINK
about it

THINK
about it

How can you spark your curiosity 
about your clients?
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OPEN ENDED

CLOSED ENDED

HIGH GAIN
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OPEN ENDED

IS A QUESTION THAT…

PRIMARILY USED WHEN TRYING TO…
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IS A QUESTION THAT…

PRIMARILY USED WHEN TRYING TO…

CLOSED ENDED
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IS A QUESTION THAT…

PRIMARILY USED WHEN TRYING TO…

HIGH GAIN
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1. High level…3 levels deep

2. Evokes an emotional response
 Speculate

 Express concern

 Express opinion

 Compare

 Declare criteria

3. Only they can answer it

4. Relevant

5. Get credit for it

What makes a question high gain?
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What are the opportunities for improvement
that would unlock the highest value 

for your company?
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CARING

Getting to the Heart
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Caring is feeling and exhibiting concern and empathy. Thinking 
about what other people need or want and trying to help 
them.…learn more. 

“We build strong long-term relationships by understanding others
and their aspirations, and remaining empathetic to their unique 
challenges, needs and preferences.”

What is caring?
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First-Choice 
Advisor

CARING

Critical Thinker

Courageous

Curious

Collaborative

What is caring?
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THINK
about it

THINK
about it How do we best exhibit empathy?
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Message
sent

Message
received

LISTENING BARRIERS

• Filtering

• Jumping

• Assuming

• Judging

• Faking

• Interrupting

• Leading 

• Multi-tasking

Barriers to listening
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Motives

Meaning

Facts

Level 3

Level 2

Level 1
• Data
• Get the words only
• Take at face value

• Facts plus feelings
• Pick up the emotion
• Words +

• Get to wants…beyond needs
• Understand whole picture
• Connect the dots

Listening levels
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Use NUGGETS to invest in and intentionally GROW relationships.

Utilizing nuggets to make a difference
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Nugget worksheet

KEY 
CONTACT

MAKE 
INTRODUCTION

DELIVER IDEA
CREATE 

ENJOYMENT
BE A SOUNDING 

BOARD
SOLVE 

PROBLEM
PROVIDE

ENCOURAGEMENT

Utilizing nuggets to make a difference
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KEY 
CONTACT

MAKE 
INTRODUCTION

DELIVER IDEA
CREATE 

ENJOYMENT
BE A SOUNDING 

BOARD
SOLVE 

PROBLEM
PROVIDE

ENCOURAGEMENT

Mike at 
Destiny

Introduce to 
Brent Smith

Invite to Firm
event

Phil at 
Global, Inc.

Send F&B
Report & 
statistics

Sara at
Precept 
Sales

Take time to 
discuss 
career 
options

Utilizing nuggets to make a difference
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 Individually: List your key client contacts, internal and 
external relationships on the left hand side of the chart.

 For each contact, check one or two boxes that correspond 
to a valuable nugget you will plan to deliver over the next 
30 days.

EXERCISE:

Utilizing nuggets to make a difference

KEY 
CONTACT

MAKE 
INTRODUCTION

DELIVER IDEA
CREATE 

ENJOYMENT
BE A SOUNDING 

BOARD
SOLVE 

PROBLEM
PROVIDE

ENCOURAGEMENT
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On-Your-Own Assignment

• Select 1 of your STAKEHOLDER 

RELATIONSHIPS to focus on.

• Over the next 30 days, be intentional to

• Ask high gain questions

• Listen at the 3rd level more

• Deliver nuggets

Application challenge
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This document contains general information, may be based on authorities that are subject to change, and is not 
a substitute for professional advice or services. This document does not constitute audit, tax, consulting, 
business, financial, investment, legal or other professional advice, and you should consult a qualified 
professional advisor before taking any action based on the information herein. RSM US LLP, its affiliates and 
related entities are not responsible for any loss resulting from or relating to reliance on this document by any 
person. Internal Revenue Service rules require us to inform you that this communication may be deemed a 
solicitation to provide tax services.  This communication is being sent to individuals who have subscribed to 
receive it or who we believe would have an interest in the topics discussed.

RSM US LLP is a limited liability partnership and the U.S. member firm of RSM International, a global network 
of independent audit, tax and consulting firms. The member firms of RSM International collaborate to provide 
services to global clients, but are separate and distinct legal entities that cannot obligate each other. Each 
member firm is responsible only for its own acts and omissions, and not those of any other party. Visit 
rsmus.com/aboutus for more information regarding RSM US LLP and RSM International. 

RSM, the RSM logo and the power of being understood are registered trademarks of RSM International 
Association. 
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