


VWhat happens It you train your
people to deliver world-class
service and they leave you”/



What happens it you don't
and they stay”






World Class
Starts At The Top




World Class
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Ben Be
CEO, Spirit









Superior Service?



Superior Service?

300 Organizations 3000 Customers




You are in the
customer perception business



‘Do not ask the customers
what they want, give them
something they cannot live without.”

Steve Jobs












‘It | had asked people what they
wanted, they would have said
faster horses.”

Henry Ford



Superior Service?

300 Organizations 3000 Customers







Employee apathy creates
customer apatny



Customer apathy is the enemy
of a successtul company



Compassion & Empathy



World Class Service

» Service Aptitude
* Paranoid about their CX
» Shoes of your Customers



What s a

Customer Service
Revolution?




$500 Haircut

000 Keynote

000

$1,









Secret Service System

* No Cost

» Simple To Execute

» Zero Impact On Productivity
* Wows Customer



Silent Cues
Visual Triggers















Talking & Waiting

Asking & Listening







Secret Service Allowance



A study conducted with Radiologists















U1~ .

Secret Service?

Roses for every female client on Valentine’s day?
Umbrella’s for any guest that needs them

Asking how their son is doing in college

How thelir job at Progressive Insurance is

Telling your Customer she has put on at least 10
pounds since you saw her last?
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TELEPHONE

Service
Defects

Operational
Standards

Experiential
Standards

Above & Beyond
Opportunities




Service Defects

* No or improper welcome
e Lobby not clean or stocked

» Cleanliness-everything they see,
lobby work station, parking lot

Employees taking up space in lot

Stage 1- Welcome

Standards

Seasonal decorations
Cleanliness/appearance

Lobby supplies stocked

Smile and make eye contact

Greet customer upon entry by saying
"hello" by being energetic and

enthusiastic

Available teller invite customer to the
window by raising paddle

Offer candy at window

Above & Beyond

Greet customer by name and
welcome back

Special assistance for elderly/
disabled. Assist with disability

counter
Free water

Hand sanitizer

@Advance

FINANCIAL 24\/2
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Operational vs.

Experiential



Operational Standards

The “service” portion of the Interaction.
Employees have to execute In order to
complete the transaction. Your competitors
do It and It Is unnoticeable by the customer
unless It Is not done.



Experiential Standards

Actions that team members do not necessarily “have” to
execute (even thought it may be a company non negotiable
standard). It Is what makes the customer say “WOW”, a
delightful surprise (knowing the customer’s names,
company history, personal history, preferences ready before
they even ask, etc.). It Is the reason why our customers
return, refer others and become brand evangelists.



Operational vs Experiential

- Have to execute In order » Service/transaction can be
complete the service delivered without execution
transaction  |Is a WOW moment

» Our competitors do it  Not delivered by majority

» Unnoticeable by the customer of competitors

unless it Is not done



Operational vs Experiential

» Receptionist greets you
- Asks for name on the

reservation

 Asks to see your driver’s

license & credit card

- Has you Initial the room

rate & day of departure

- Hands you your room keys

+ Receptionist executes the 5 E’s

- Eye contact

- Enthusiastic greeting
- Ear to Ear smile

- Engages

- Educates

» Asks how your trip In from Chicago was

(from your driver’s license).

 Ask If there Is anything else we can do

for you today



Operational
VS.

EXPERIENTIAL

A Quiz



Service
Defects

Operational
Standards

Give Guest Valet Ticket

Experiential
Standards

Above & Beyond
Opportunities




Service
Defects

Operational
Standards

NO one to greet guest

Experiential
Standards

Above & Beyond
Opportunities




Service
Defects

Operational
Standards

Experiential
Standards

Above & Beyond
Opportunities

UsiNng a guest’s name 2X




Service
Defects

Operational
Standards

Experiential
Standards

Above & Beyond
Opportunities

Recognize guest by name
before they give It to us




Service
Defects

Operational
Standards

Experiential
Standards

Above & Beyond
Opportunities

Ensure guest Is
aware of room rate




Service
Defects

Operational
Standards

Experiential
Standards

Above & Beyond
Opportunities

Ask the guest how Chicago Is
this time of year




Service
Defects

Operational
Standards

Experiential
Standards

Above & Beyond
Opportunities

Guest’s room Is not

ready at check In time




Service
Defects

Operational
Standards

Guest I1s welcomed back

Experiential
Standards

Above & Beyond
Opportunities




Service
Defects

Operational
Standards

Guest’s correct room IS
ready upon their arrival

Experiential
Standards

Above & Beyond
Opportunities




DO NOT FOCUS ON

» Policies & restrictions

+ Limitations, excuses and the “how can we”
3% of Clients who may have bad intentions

- Uncontrollable issues

- Out of Inventory
- Policy of Company
- Not In budget



DO FOCUS ON

» Sllent Cue’s & Visual triggers distinguishing between

- New vs Existing vs VIP
+ Secret Service Systems
- Capturing/documenting customer intelligence

- Retrieving It



Customer Experience Cycle

+ Team Building Exercise
* Front line buy In
+ Non negotiable standards reducing variations and

Inconsistencies

» Awareness to all the Service Defects

- Awareness to all the Above & Beyond Opportunities
- Emphasis on Experiential Standards

» |Increased Service Aptitude

+ Training manuals & tests












Journey
Mapping



