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Walker Broadcast Management Institute: One Super Time! 
 
Most of them graduated in three years…because that’s the way the course is designed…a 
sequential three-year course. Except if you skip a year like I did. Then, you must skip another 
and your three year course takes five. 
 
When my son entered his fifth year of college he declared himself a “super senior!” I told him 
the term “super senior” is a euphemism for “spending too much of his time and too much of my 
money” to get a four-year bachelor degree. So, call me a super senior. Regardless, the Walker 
Broadcast Management Institute was a super learning experience! 
 
A huge thanks goes to the WBA Foundation, Tom Walker, and the Director of the Small 
Business Development Center at UW-Madison, Joan Gillman, for an outstanding educational 

institution. The course is designed to appeal to managers and aspiring managers at all levels, not just number 
crunching CEO’s and station owners. 
 
This year we dove into subjects including customer service, financial management, and leadership. To say it was 
interactive, experiential, and relevant is an understatement. 
 
From this sentence forward, I’ll paraphrase a few pearls of wisdom gained at the institute with attribution to this year’s 
instructors, Bob Shaver, Tom Walker, and Buck Joseph. 
 

 We need to invite our customers, listeners, viewers, and advertisers to engage with us and become 
“raving fans.” Wait, our employees are the first customers to engage. 

 Customer Satisfaction equals Perceived Performance minus Customer Expectations. How well are you 
managing expectations and over-delivering with customer service? More creative ideas will help remove us 
from commodity comparisons. 

 When business moves from a transaction to a relationship, the customer becomes more loyal and 
tolerant. Customer Service is not a department, it’s a station mission. 

 The budget is a plan. Plans change. For example, if you change your format in mid-year, change your 
budget. 

 Broadcast media builds brands. Your station is a point-to-point mass medium. Digital is how they engage. 
Digital is interactive. 

 In five years every company will have a digital arm. 

 Say to your people, “I’m going to do everything possible to help you succeed.” Then follow through. 

 When you host a meeting, give everyone in attendance a voice. 

 Picture a time in your work career when you were most motivated to perform well. Re-create that 
experience. Apply those principles with your staff. 

 Set SMART Goals: Specific, Measurable, Attainable, Risk oriented, and Time based. 

 
And if you have to skip a year or two, have a super time along the way anyway! 
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