
Start listening To People
Stop Talking to Customers



A Story



A Story

Joyce C. Hall Hallmark Cards



The CarMax Story



The Carmax Story

Core Teams
Durable – Empowered - Dedicated



The Carmax Story



The Carmax Story



The Carmax Story

Command and control
Waterfall Think

Make
Check



The Listening Lab Idea 

Mark Hurst

Indi Young



The Listening Lab Idea

Lean Team Research

Listening 
Labs

Primitive 

Cognitive 



The Listening Session

Balanced Empathy

Cognitive Primitive

Rational understanding
The ability to take someones 

perspective

Emotional connection
Being able to feel what they feel



The Listening Session

Building Empathy



How They Work

Listening Labs



How They Work

Listening Lab Agenda

Intro To Empathy

Lunch

Listening Session 1

Story Re-telling

Listening Session 2

Story Re-telling

11:00 - 12

12 – 1:00

1:00 – 2:00

2:00 – 2:30

2:30 – 3:30

3:30 – 4:00



The Listening Session

Facilitator’s Mindset

▸ Not an expert

▸ Become the student

▸ Be curious

▸ Don’t over prepare

▸ 10% or less of the talking



The Listening Session

Taking The Tour



Set Up



Set Up



The Listening Session

Look For Doorways 

“Tell me about the last time you bought a car.”

“It was painful. We’re glad it’s over. It took about 2 
weeks to recover once it was over.”

What 
Made It 
Painful?

Who Is 
‘we’?

What Does 
Recovery 

Mean?



The Listening Session
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The Listening Session



Thank You And Happy 
Listening

@archiemiller


