:YOUR BRAND IS DEFINED BY THE EXPERIENCE
YOU CREATE FOR YOUR CUSTOMERS. YOU
CAN EITHER STAND OUT OR STAND BY.



“Uncertainty is the
only certainty there
IS, and knowing
how to live with
Insecurity is the
only security.”

John Allen Paulos
Professor of Mathematics
Temple University
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SHIFT YOUR MINDSET



“In any given moment we have
two optlons {0 step forward into
hiorback into safety.”

_Abr .JJ am Maslow
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THE ICONIC FRAMEWORK

Be UNIQUE Be AUTHENTIC

Be PASSIONATE Be CONSISTENT
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Be UNIQUE



INIMITABILITY

* 5o good or unusual as to be impossible
to copy; unique. Literally, not able to be
Imitated. The word describes things so
uniquely extraordinary as to not be
copied or equaled.



THE RITZ-CARLTON
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MISSION — the WHAT
VISION — the WHERE
PURPOSE — the WHY?




Know your
















"“We can become so
distracted by what we're
walking into that we
forget the promise we're
walking in with.”

— Poastor Steven Furtiek







RESET. REFOCUS. REENGAGE.



Today, 89% of companies
compete primarily on the basis

of customer experience —
up from just 36% in 2010.



Key
Customer
Trends

Customers are becoming
increasingly impatient

Customers expect
convenience

Customers expect
personalization

Customers expect a
seamless experience









YOU'RE ONLY AS GOOD AS YOUR
CUSTOMER'S LAST AMAZON
EXPERIENCE.

amaZon
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WHEN CUSTOMERS HAVE A VERY GOOD
EXPERIENCE, THEY ARE 3.5X MORE LIKELY TO
MAKE ADDITIONAL PURCHASES.

- The Tempkin Group



A GOOD CUSTOMER EXPERIENCE
MEANS POSITIVE WORD OF MOUTH



where the white line is - %
that's the worst place to drive.
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FANDOM! (Promoters)

4.2x MORE LIKELY TO BUY AGAIN
5.0x MORE LIKELY TO FORGIVE
7.2x MORE LIKELY TO TRY A NEW
PRODUCT OR SERVICE

Statistics provided by The Tempkin Group



Promoters are your most potent
defensible competitive asset







ONE
REPRESENTS
ALL OF US






PATIENT &
RESIDENT
DURNEY
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Sam Parker
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how o achieve results beyond your wildest expectations
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OUR SUCCESS IS
DETERMINED BY OUR
MINDSET






YOUR MIND

IS A MAGNET

“The happiness of your life |
depends on the quality of

your thoughts.”
- Marcus Aurelius }
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SEVENTY PERCENT OF A BRAND'S
PERCEPTION IS DRIVEN

BY ITS EMPLOYEES



Customers will never love

1a company until its
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~ employees love it first. =
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9
Take care of your associates
and they'll take care of your
customers.

- JW. Marriott



/0 percent of employees are
not engaged at work

GALLUP



ENGAGE. EMPOWER. INSPIRE.






66
They don't care how much
you know until they know
how much you care.

- John Maxwell



“When you are a servant
leader, you work for your
employees.”

— Awthror Ken Blanchrard







IF THERE'S NO RISK,
IT'S NOT TRUST



TRUST

+

SERVANT LEADERSHIP
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WALK THE FLOOR!




CELEBRATE!



OWN IT, LIVE IT, LOVE IT!
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RECHARGE. REFRESH. RENEW.









“Your brand is what other

people say about you when
you're not in the room.”

— Jeff Bezoy
AMAZON CEO




CULTURE

EATS

STRATEGY

FOR BREAKFAST










TOWER RECORDS

 Launched in 1960
1999 - 200 stores in 30
countries

e $1 Billion in annual revenue
« 2006 — BANKRUPT!




SUCCESS CAN SOMETIMES
BECOME A BARRIER TO

INNOVATION




&= "l have no special talent. | am
- only passionately curious.”

— Albert Evustein










MOVE LIKE YOU MEAN IT!

AMP |IT UP!

NEVER LOSE THE BEAT!




We can't always choose the music
life plays for us, but we choose how
we dance to it.









