RESET & RE-IMAGINE™ the Future—Digital Content Library & Series

Re-Imagining—Leadership, Business and Organizations.
Restoring—Ourselves.

We All Win: Fanagalo™

Business Lessons From the African Bush
Customer Service with Authenticity (Film 1 of 2)
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It’s Time.

Hit the Reset Buttoi.

Re-lmagine:
Leadership
Business
Orgahizatioins

Restoia:
Ourselves

Author:¢Gioli@rofiuctions Inc. All Rights Reserved.
Progarty of Gron Productions Iic.

" hel materials in this Powgzrifgint presentation visual learning aide have been
designed to deve'opcertain and specific knowledge and skills. Much time and effort
have been shert viriting and testing these materials to ensure that they are effective
for theirOurnuss.

All righis are reserved. No part of this publication may be reproduced, stored in a
ratrieval system, or transmitted in any form or by any other means, electronic
mechanical, photocopying, recording, or otherwise, without the prior written
permission of Groh Productions Inc.Those pages which may be reproduced without
permission are designated as such at the bottom of each reproducible page. If you
desire to customize or adapt these materials for your organization or to discuss a
licensing agreement, please contact your GROH™ representative at 866-528-4764.
GROH™ maintains a staff with extensive capabilities to assist you in meeting your
needs. All changes, adaptations, or licensing rights to these materials must be
requested and approved through Groh Productions Inc. in writing. Thank you!



Discussion Points

« How we ensure people all contfibute equaliy-io
exceptional service through.a siared vision and
desire to be the best.

« The importance of untarstanding guest expectations
through commun.cation that clarifies understanding
with all parties.

« Providing a service @xperience so authentic, aware
and respectful that customers leave sharing with
others bv wora-of-mouth — true stories of their
own abuut their unique experience.



Discussion Points

« The importance of evaluating and constantiv-iooking
for new and surprising ways. to ¢iange\and develop
our service deliverables:.

« How to stop pushing:ara instead, let the customer
relationship hagpain dnd the,story develop.

« What it means. to truly {aeilight” every customer and
how the \wnoie teara,contributes to every customer
experience.



We All Win: Fanagalo™

Customer Service with Authenticity

What are your gragatest
challenges in.providing
exceptiohdl service?
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We All Win: Fanagalo™

Customer Service with Authenticity
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Digital Media Focus'Areas

Group One - How do we ensure-people‘contribute
equally when it comes ta service?

Group Two - Ungerstandir(o guest expectations.

Group Tuiee - Praviding an experience so unique
that customers.are inspired.

Group Taui - Stop the PUSH, don’t force your story.



Focus Area Discussion
« Key elements of your\concent.

* Your thoug!ii€ ©n how the concept
relates to your service challenges.

« A specificcorganizational/team
situatiori where you think you could
utilize the concept.



We All Win: Fanagalo™

Customer Service with Authenticity

Future Service
Professional SKiil Sat
 |dentify three skills ofiithe future service
orofessional.

* Fill in your assessment.
« Rate youiseif inrelation to the skills.
« |dentify improvement areas.
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Going Deeper With
Customer Relatianships

« Connect with the\Custamer.

« Follow Througn ana Do What You Say
You Are -oing terDo.

« Exceed Exnectations-Do a Little Extra.



