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Social Capital at Work with Seth Rachlin 

Connection in the workplace is a business asset that drives growth, and capturing its returns 

requires managing relationships as social capital, balancing open and closed networks, and 

protecting the human interactions that technology threatens to remove.  

• Social capital sits alongside human and economic capital in determining which 

organizations, projects, and ideas succeed. The connections that create social capital 

provide value in the form of engagement, opportunity, trust, and information.  

• Leaders must decide the appropriate balance of closed and open networks within their 

organizations – closed networks build cohesion, engagement, and belonging, whereas open 

networks drive information, exposure, opportunity, and innovation. Individuals who can 

create “bridge” relationships with unfamiliar people or parts of an organization, while 

simultaneously nurturing their foundational “bond” relationships, will be most effective.  

• Technology removes interactions that look inefficient but carry judgment. Human connection 

can no longer be left to happy accident – it instead has to be embedded into organizations. 

PIE Client Panel: Building Sticky Executive Communities 

Structured peer communities surface client insights and convert dialogue into growth that neither 

one-on-one account relationships nor AI can replicate.  

• Peer communities unlock candor from clients that account relationships cannot produce. It is 

this openness that enables hosts to identify opportunities for growth, build competitive 

moats, surface themes for content and thought leadership, and improve client retention.  

• It is critical to make peer communities non-commercial to create a trusting environment. If 

trust is established, existing clients can serve as advocates and growth drivers for the host 

(e.g., organically crediting the host for successes in front of prospects).  
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• Increasing AI use is raising the need for human community, not replacing it. While AI drives 

efficiency, it is continuity, relationships, and being “the call” for a client when something goes 

wrong that make client communities so valuable. 

Strategy-Based Breakout Session: Strategic Account Planning 

Actionable account plans require reengineering incentives to celebrate cross-selling, appropriately 

tiering accounts, and closing the gap between sales and marketing. 

• AI has made building an account plan easier, but it has also increased the frequency with 

which individuals build account plans and then abandon them. 

• Incentives are difficult to get right, and most firms fall short. There is an opportunity to better 

celebrate cross-selling wins and reposition the account plan as a tool for the individual using 

it rather than a monitoring mechanism for upper management. Tiering accounts (e.g., by 

revenue) provides another avenue for recognizing accounts that are performing well.  

• Too often, marketing teams have little to no visibility into account plans and customer 

feedback, leading them to generate collateral in a silo. It is essential that marketing and 

sales be better integrated into each other’s operations. 

Strategy-Based Breakout Session: Mastering Client Feedback 

Client feedback, powered by both scalable quantitative and high-touch qualitative data inputs, 

creates trust and value with clients, but only if it is acted on and communicated. 

• Client feedback programs only create value when feedback drives visible action and gets 

communicated back to clients. Leaving feedback in a “black box” leads to cynicism and 

disengagement among clients. 

• Internal defensiveness can sink client feedback efforts. To overcome this, feedback should 

not be used punitively, and organizations should celebrate successes raised by feedback. 

Moreover, client feedback initiatives can drive stronger relationships with clients, as 

feedback programs signal to clients that their experiences matter. 

• NPS as a client feedback mechanism is increasingly commoditized and unreliable – as such, 

there is a move towards blended metrics and qualitative, nuanced feedback (e.g., client 

interviews performed by independent, level-matched individuals). There is a tradeoff between 

high-touch and scalable feedback processes that organizations are struggling with. 
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Fueling the Engine with AI (Beyond Efficiency) 

Buyers are using LLMs to identify and compare service providers, and AI-sourced leads are 

compressing sales cycles dramatically – this new dynamic requires organizations to adopt AI-specific 

content strategies and workforce protocols. 

• Ensuring visibility in AI search platforms requires continuously creating content specifically 

designed for machines, not humans. Publishing authentic, human-written content on 

platforms like Reddit and Quora, maintaining hidden LLM-optimized pages, and securing 

placements in niche trade publications can strengthen a firm’s LLM ranking, but pausing 

such content is enough to lose any gains made. 

• Internal AI use can deliver real efficiency gains on sales and client-facing work. Capturing 

that leverage, however, without hurting quality requires enterprise-wide brand skills and a 

human editing every output. 

• AI-sourced leads arrive pre-qualified and compress sales cycles from months to weeks. That 

said, trust in AI is already eroding – paid placements and an AI-skeptical Gen Z workforce 

could remove AI’s perceived role as a trusted peer referral. 
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 Since 2001, PIE has been the go-to partner for professional service firms that want to 

engage with clients more deeply and strengthen their business development efforts. 

 

Based in Bozeman, MT, PIE’s mission is to make the world smarter and smaller—we 

connect experts across the globe with the F500 executives who need their help most. 

Through curated executive communities, client advisory boards, business 

development training, and thought leadership, PIE works with each of our partners to 

solidify their place in the market and help drive a path toward growth. 

    

Participants should note that group interactions with peers are quasi-public forums for the exchange of ideas and best practices. Every 

participant will find the programs more valuable if other participants share their thoughts, and every participant can benefit by offering his or 

her own ideas and hearing other participants’ reactions. Participants are responsible for evaluating the reliability of any information they 

receive and its applicability to their own circumstances. Although we ask participants to respect the confidentiality of information they share 

within PIE, participants should be aware that any information they share in a PIE forum can be used or disclosed by other participants (except 

to the extent protected by law, such as patents or copyrights), and participants should bear that in mind in deciding whether the potential 

benefit of sharing information outweighs the potential for its use by others. Participants should not disclose information that they are 

prohibited from disclosing by law. 

Participants should exercise care in disclosing information that might trigger other disclosure obligations. 
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