
 

 

  

IITT''SS  WWAAYY  TTOOOO  NNAARRRROOWW  AA  JJOOBB  DDEESSCCRRIIPPTTIIOONN;;  LLEETT  AALLOONNEE  AA  DDEEFFIINNIITTIIOONN  TTOO  SSAAYY  TTHHAATT  YYOOUU''RREE  IINN  TTHHEE  MMOOTTOORR  

TTRRAADDEE,,  RREEAALL  EESSTTAATTEE,,  TTHHEE  LLEEGGAALL  PPRROOFFEESSSSIIOONN,,  HHOOSSPPIITTAALLIITTYY,,  CCUUSSTTOOMMEERR  SSEERRVVIICCEE,,  CCOOUUNNSSEELLLLIINNGG,,  AA  MMEEDDIICCOO  OORR  

EEVVEENN  TTHHEE  CCLLEERRGGYY..    YYOOUU''RREE  IINN  TTHHEE  HHUUMMAANN  NNAATTUURREE  BBUUSSIINNEESSSS!!  AANNDD  FFOOLLKKSS,,  IIFF  YYOOUU  DDOONN''TT  HHAAVVEE  AA  WWOORRKKIINNGG  

KKNNOOWWLLEEDDGGEE  OOFF  WWHHYY  HHUUMMAANN  NNAATTUURREE  WWOORRKKSS  AANNDD  HHOOWW  TTOO  UUTTIILLIISSEE  IITT  SSTTRRAATTEEGGIICCAALLLLYY,,  CCHHAANNCCEESS  AARREE,,  YYOOUU''RREE  

RREELLYYIINNGG  OONN  PPRROODDUUCCTT  KKNNOOWWLLEEDDGGEE  AASS  AA  ''BBLLIITTZZKKRRIIEEGG  PPIITTCCHH''  OORR  UUSSIINNGG  PPRROOFFIITT  MMAARRGGIINNSS  AASS  BBAARRGGAAIINNIINNGG  

TTOOOOLLSS..  MMOOSSTT  RREETTAAIILL  AAGGEENNTTSS  CCIITTEE  ''PPRRIICCEE  SSHHOOPPPPEERRSS''  AASS  TTHHEEIIRR  MMOOSSTT  CCHHAALLLLEENNGGIINNGG  EENNCCOOUUNNTTEERRSS  AANNDD  TTHHEE  

HHAARRDDEESSTT  CCUUSSTTOOMMEERRSS  TTOO  PPLLEEAASSEE..    HHEEYY  --  IITT''SS  AA  NNEEWW  FFIISSCCAALL  YYEEAARR..  LLEETT''SS  GGEETT  DDOOWWNN  TTOO  SSOOMMEE  GGRRIITTTTYY  RREEAALLIITTYY..  

HHEERREE''SS  SSOOMMEE  SSTTUUFFFF  TTHHAATT  PPOOIINNTTSS  TTOO  WWHHYY  HHUUMMAANN  NNAATTUURREE  IISS  PPIIVVOOTTAALL  TTOO  DDEECCIISSIIOONN  MMAAKKIINNGG  AANNDD  PPEERRSSUUAASSIIOONN..  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

      

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

JJUULLYY  22001166  

SSTTUUFFFF  
wwwwww..sstteepphheennwwrreenn..ccoomm..aauu  

QUESTION 

HAVE YOU EVER NOTICED WHEN A ROOKIE JOINS 

YOUR TEAM HOW HE/SHE OFTEN OUTPERFORMS THE 

VETERANS....FOR A WHILE?  YEP. SO WHY IS THAT?  

FIRSTLY, THERE'S FEW IF ANY BAD HABITS.  THE 

BEHAVIOUR (HOW THEY APPEAR & SOUND) IS NEARER 

TO THE BEHAVIOUR EXHIBITED AT THE JOB INTERVIEW 

THAN MOST VETERANS DISPLAY.  SECONDLY, THERE'S 

NO 'LINGO' SO THERE'S LESS CHANCE OF BEING 

PREDICTABLE OR LABELLED AS A STEREOTYPE. BEING 

UNPREDICTABLE IS COMPLETELY HONEST AND TOTALLY 

STRATEGIC - PROOF THAT STRATEGY & INTEGRITY CAN 

BE ONE AND THE SAME.  SURPRISE WITHOUT 

DECEPTION = DELIGHT!  AN INEXPENSIVE  U.S.P. FOLKS 

BOTTOM LINE 

BEING AWARE OF THE MOOD YOU CHOOSE PREVENTS 

THE ATTITUDE YOU CULTIVATE FROM BLINDING YOU TO 

HOW YOU MAY BE JUDGED.  AND YOU LEADERS!  

HOLD YOUR TEAMS ACCOUNTABLE AND LOOK FOR 

THE 'HONEYMOONS THAT MAY BE OVER'.   

FACT 

"GUEST CENTRICITY" IS THE NEW WAR CRY FOR MANY 

LEADING BRANDS ACROSS A RANGE OF INDUSTRIES.  

IDEALS PERFECTED BY THE WALT DISNEY COMPANY 

PREOCCUPY THE HEARTS & MINDS OF CEO'S WHO 

WANT TO WIN THE HEARTS & MINDS OF THEIR 

CUSTOMERS WHO ARE NOW CALLED 'GUESTS'. THE TEST; 

IT'S A NON NEGOTIABLE  IDEAL THAT RELIES SOLELY ON 

THE ABILITY OF THE BOTTOM TIER INDIVIDUAL TO 

HERALD AN OWNERSHIP EXPERIENCE THAT MAY GO 

BEYOND THEIR ABILITY OR WILLINGNESS TO PORTRAY.   

BOTTOM LINE 

NOTE: DISNEY HAS AN ADVANTAGE.  BY THE TIME THEIR 

BOTTOM TIER INDIVIDUALS HAVE THE CHANCE TO 

DISPLAY 'GUEST CENTRICITY', THE GUEST HAS ALREADY 

PAID THE ENTRANCE FEE. MOST OF US HAVE TO WIN THE 

REVENUE BEFORE WE WIN LONGTERM LOYALTY. THIS 

MEANS EXTRACTING COMMITMENT DURING AND POST 

THE CONSULTATION PHASE.  DON'T END UP AS THE 

NICEST PERSON ON THE UNEMPLOYMENT QUEUE ! 

A STRATEGIC 

PARTNERSHIP 

PHILOSOPHICAL INTERLUDE:  "CUSTOMERS FOR LIFE" RELIES ON THE SAME CHEMISTRY THAT MAKES MARRIAGES 

AND FRIENDSHIPS WORK.  THIS DOESN'T HAPPEN AT THE ENTRANCE TO YOUR BUSINESS.  SHOPPING AROUND IS 

LIKE A COURTSHIP AND NO MORE A GAURANTEE OF A HAPPY MARRIAGE THAN ANY COURTSHIP IS.  MAKING 

THE DEAL IS THE PROPOSAL AND THE WEDDING DAY IS THE DELIVERY EXPERIENCE.  EARLY OWNERSHIP IS THE 

HONEYMOON BUT ONCE THE SHINE IS DULLED BY ROUTINE, WEAR AND TEAR AND FAMILIARITY, THE QUESTION 

BECOMES; "DO I WANT TO RENEW MY VOWS"?  GREAT "ACCOUNT MANAGEMENT" GUARANTEES THE NECESSARY 

VALUE IS PLACED ON MAINTAINING THE "CHEMISTRY OF THE COURTSHIP".  THAT'S WHAT TRULY IS FOR SALE.   

LEADESHIP IS ABOUT IDENTIFYING CHARACTER 

TRAITS IN YOUR PEOPLE AT THE INTERVIEW STAGE 

THAT ARE NECESSARY TO SUSTAIN RELATIONSHIPS.  

THAT'S WHERE "GUEST CENTRICITY" STARTS.  THEN; 

ONGOING ACCOUNTABILITY IS THE ONLY WAY TO 

ENSURE ANY ONGOING RELATIONSHIP & BENEFITS. 

CONSIDER THE PROFESSIONS LISTED IN THE INTRO PARAGRAPH.  THE LONGEVITY OF ANY AGENT IN ANY 

PROFESSION RELIES ON THEIR ABILITY TO PUT THEIR CUSTOMERS' MINDS AT EASE AND PROVIDE SOLUTIONS.  A 

DOCTOR'S BEDSIDE MANNER WILL OFTEN ACCOMPLISH MORE THAN THE DIPLOMA ON THE WALL OR THE 

PRESCRIPTIONS THEY WRITE.  A GESTURE OFFERED WILL ACCOMPLISH MORE THAN A GENERIC PROTOCOL.  THE 

IRONY HERE IS THAT THESE FACTORS ARE INEXPENSIVE OR EVEN FREE BUT SERVE AS THE ONLY REAL VARIABLE IN 

ANY COMPANY'S ARSENAL WHERE THE NOTIONS OF CUSTOMERS FOR LIFE IS CONCERNED.  NEVER MIND AN 

INVENTORY STOCKTAKE!  CHECK THE LEVEL OF NICENSS IN YOUR BUSINESS.  ORDER IT IN AND ENCOURAGE IT. 

THANKS THIS MONTH TO ZAC, LISA WREN AND ALAN TRAN RREECCOOMMMMEENNDDEEDD::    ""TTHHEE  PPOOWWEERR  OOFF  NNIICCEE""  bbyy  

LLiinnddaa  TThhaalleerr  &&  RRoobbiinn  KKoovvaall  


