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Develop a Culture focused on

~ Extraordinary Customer Experiences

Culture: Traditions, customs, expectations
~ of civilization that dictate behavior.

¢+ Organizational Culture: A system of shared
meanings and common beliefs held by

- organizational members that determines, in
- a large degree, how they act towards
 each other and their constituencies.

“The way we do things around here.”




Culture Dictates Behavior

= We meet, | present my hand...you...

“' You go to the Movie Theater on $5.00

- Tuesday and there is a long line at the
P ticket kiosk. You...

"You have a $30.00 dinner tab. You pul
- outa $20, a $10, and...




Your Organizational Culture

* Goes beyond the mission
statement.

* s powerful.
* |s shared.

* Is in your hands!




Disney:

Mission: Providing
entertainment that families
can enjoy together

Be Our Guest!




Develop an “ebay’
mindset!

* n6657u (153 )
¢ 100% positive feedback
“We are what we repeatedly

~do. Excellence, then, is not an
~act, but a habit.” Aristotle

The Power of One




The Power of One

A reputation 1s never dictated...it’s always earned.
Your reputation 1s in your hands.

Your reputation for a distinct customer experience 1s

dependent on your professional delivery of
services...and a little extra.

Your customers choose between different offerings
based on which is perceived to deliver the most value to
them.

You will be successful if you deliver value and an
unforgettable experience to your customers.




The Power of One

Excellence 1sn’t accidental.

Develop a culture of excellence. It feels great...for
everyone!

Everyone 1n your organization 1s responsible for
~ pleasing, then delighting your customers.

- Create an uncompensated sales force and passionate
. advocates!




Consequences of the
Good and The Bad

¢ The impact of Social Medio

= ¢+ Millions may witness an indiscretion: Fed Ex

¢+ Someone may write an entire song!! United.

{0 Patrick Stewart’s Tweet “All | wanted to do
- Was set up a new account with

- @TWCable_NYC but 36 hours later, | have lost
- the will to livel”

" s Joshie's Vacation at the Ritz!







Your consumer
1S your focus...

not yo
therapi
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The Power of One




“When you set
yvourself on fire,
people love 10
come and see
you burn.”
John Wesley

SMILE!
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& IF WE DON’T TAKE CARE »F‘l”- *
~_ OUR CUSTOMERS...

] .

SGMEON&ELSE WILL S

THE POWER
OF ONE!




