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What Secret Service might you




$500 Haircut

$100,000 Keynote
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Commandment |

World-Class Culture
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1.
WORLD-CLASS
CULTURE
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I
World-Class
Internal Culture

Attract, hire and retain
only the people who have
the Service DNA
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Culture Reflects....

...Leadership
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Engagement Indicator

of Times during the interview

Eye contact was made

Ear to Ear (smiled)
Enthusiasm was displayed
Engage interviewed naturally
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Your Customer is whoever is

dependent on the work you do
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“If you are not serving the
Customer, you'd better be serving
someone who is”

Tom Strauss
CEO, Summa Health Systems
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Employee
Engagement

A recent Bain and Company study
analyzed responses from 200,000

employees and found some troubling
results...
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- Employee engagement scores decline
with tenure.
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® Engagement scores decline as you head
down the organization chart

CONFIDENTIAL



‘ff SMITHERS

D))J QUALITY ASSESSMENTS

® Engagement scores are the lowest among sales
and service employees - the people who interact
with customers the most!

CONFIDENTIAL



‘/f SMITHERS

A=t VVhat are the secrets to
engagement?!

Supervisors, not HR, lead the change
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® Conduct regular “check-ins” - short, frequent
surveys as opposed to long annual surveys.
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® Rally around the customer
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Your customers will
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Do happier people work

——

* 669 Managers
—Supporting progress LAST
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Are you sure you are Biselnass

Review
not a bad boss? Press
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Bad Boss?

eFailure to inspire

e ack of clear vision and direction
eFailure to walk the talk

eFailure to develop others

e Acceptance of mediocre performance
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Single most important determinant
of an individual’s performance and
commitment to stay with an
organization...
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Something WOW! happened today! Here are the details.

My name: Today's date:

Location where WOW! occurred:

Contact name 2nd phone:

WOW! story:

wow
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| want to know about your John Robert’s Experience!

Was one of our team members a hero for you? Please
share your story with me so we can celebrate it. Even if
your JR experience was less than wonderful, | want to

hear from you!

Feel free to contact me directly by emailing me at
jdijulius@johnrobertsspa.com or by calling me on my
cell phone at 330.348.3004. )

www.smithersregistrar.com
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Episode #2, October / November 2010

U ITTTTOROOVERNTBEY OISOy

M Brown Came N 10 Oul 84rvicH SHparnment yaaterday 10 Nave 1ees replaced on
his walkst. Duning e repars. my amployess. Jad & Mashew. noticed that My
Brown waa slightly shaking The asked him # he was feeing alnght and he wid
themn hat he was dabetc and waan fesing well. Matheow went mo our
backroom and removed a denk from e refngerator and gave £ 10 Mr. Brown
Jad weril over 10 e fuel center and purchased a few dfssent Semas 10 see | any
of them would help. Al 2 fow minutes. b shaking continued and the color n

Jad, Amy, Ashicy, and Mathew from Rawlins. Great job
team 234!
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The Mald

Local Recognition
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National wOw Award
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Close Day Report

Closing Manager Carla/Chnissy
Date 12/4/07
Total Sales $14,175
Total Gift Certificate and Series Sales $ 143825
Average Retail per ticket ) 452

Drawer Balances:

Dsawes | St Cazt Owee/Under

Drawer 2 Steff LSSy OvesUnde:
Drawer & Stef¥ o Over/Under

Team Chall :
> Everytheng went smooth today

Above and Beyond Stories
P A lady came m with her young son, sfer we closed and ol the designers had gone home, she said her son

trsed to cutting bes own hax =3 realy messed 2 up and she was really despesate for someone to fix 2,
becsuse 1 locked Live he had ot 2 2asmgelf | called Ange who does not woek hete anymore, on the
chence she might went 10 help out | &deft even have to ask tece and she sud she would come up hete
1o dot. The mom was SO Skl sd the boy bad 4 huge smale on hus face whan be el This better
g0 1n the huddle!l!

Aishe geve up her Junch 1o sccommodate & guest of & spe party who decided ot the last minute that she
wanted & masucure

Mary stayed late after she reamranged her schedide g0 she could 3o & hureut and highlight on a gaest who
Wiz = cosrectly booked

Guest Challenges:

» A guest came i for a requested blow dry style today with Christina and her appt. was
not on the book Chnistina was totally booked, we apologized and offered to have Amy
perform the servace The guest was fine with that For her inconvenience we gave her a
mamcure with Jeana

Attendance:
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Ep—— o

m. ‘u JONES CUMENT N TARS BATHOAYS OR AN RSAFE S

N Nis avs we vt oy

NOTE Ersse the toxt in this Dox and replece ¥ with your own text
Cpent wp with a Ay joke (Sssteld of cowrse), ecuss sore speciic Kpics, wish somecrw & happy
birthclay. o congvaiulate sovmeone who has Deen mawmied § years  Rememiter $he entire Muade

st ondy Se 3-8 misuies g and you ondy need 25% of your crew around 19 30 a e, DO
NOT CHANGE ITEMS UNDER OPERATIONA. EXCELLENCE, CUSTOMER DELGHT, OR
DEUVER THE WOW. You MUST change Team Talk and DebwiediAbowve & Beyond

opm.u mw.c‘: POWTCT PMRODUCT, GLEAN MADL, FAST BEFWCT, OFDER ADOUSACY

This weat APM Plzza, LLC s st0ving 10 reach 85% On Time Delvecies as a company  Discuss
where your store is & s whiat 1 thing you will impeowe 10 Peip s reach our goals

cus‘mn nm‘m: AMANE IT POSITIVE | MANE T EASY, WA 1T PUFRSBOMNAL, WA 1T U

This wook we will spend most of ouwr Ime leaming he Pree pllars, what components are & pat of
each, ard w Nover(Always ist

n(lmnm‘m:mmumnammmmm

This wook we wart you 1 0ok for opporiuniies 10 open T door for a Carryout Customer and 10
WOk 10 being e newspaper UP 10 e Cusiomes’s door on deliveres. OF course. you are %0 ook o
Pose pporiunties You wil not ahways Do able 10 4O Pis Dt as Ime sliows ploase dO 80

WLAT WENT TOMTY AT WENT WRONOT
n(“"F’m ‘ sm. ¢S AN AOVE & IEYOND SO UEIRAT OOOMNTON

NOTE. Erase the toxt ko this box sod replece X il yOur Own Sexl. i Bus aros we wart you 1o

capture \doms o your feam on wival went Nght or wrong yestevday or foday. We also want you

captve how Tean Memtevs have gorne sdove and beyond (Deiversd e Wow) I is orucial e
you cedetvade and recogrite Mose who are doing a greal joO of going above and beyond.

Reguirad. type in your Team Tak logios, the dale, your siove number, a0 was the huddie lsader.

and e detvietadove 4 Deyond Bema. Clok e subenll Sulon 10 send It back 1 us  Seded! wed

agpication ¥ using webmal o deshiop in e OFceDMPROD. We recommend fhat you save e
e and koep £ kr 1 wook b confiern Bhat we o B

CREATING SMILES BY MAKING LIVES EASIER
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How do we share
our stories?
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Are your employees
Fearless?
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How do you currently tell your above
& beyond stories?

How can you acquire more stories
from your customers & employees?

How can you advertise your stories
back to your employees?
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¥Harvard
Business
Review

www.hbr.org

To really win their loyalty,

forget the bells and whistles StOP Ir Ying to Dellght
Your Customers

and just solve their problems.

by Matthew Dixon, Karen Freeman,
and Nicholas Toman
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ANTI NO ZONE

During its first year of “capturing the no’s,” the company
modified or eliminated 26 policies. It has since expanded the
program by asking frontline reps to come up with other
process efficiencies, generating $1.2 million in savings as a
result.
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Orientation is Critical

Psychologist have shown that
during periods of orientation,
people are particular susceptible of
to adopting new roles, goals &
values.
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Orientation is Critical

It not about policy, breaks and
where the bathrooms are, rather an
emotionally compelling orientation
into the company’s values
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F  Family

O Occupation
R Recreation
D Dreams
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What Secret Service are you
doing that makes your team
members go home feeling like
they are lucky to work for you?
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“Train people well enough
so they can leave;
Treat them well enough so
they don’t want to.”

— Richard Branson
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It's never too late to start over.
If you weren't happy with

yesterday, try something
different today. Don't stay
stuck. Do better.
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YOU DON’T

BUILD A BUSINESS

YOU BUILD PEOPLE
AND THEN PEOPLE
BUILD THE BUSINESS
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Being a leader doesn’t
require a title;
Having a title doesn’t
make you one.
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When | hire someone,
that is the time
when I go to work
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