/ How small change pays off big
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Today’s 60 Minute Coin Flip...

» 6 Steps to Achieving an Extraordinary Guest Encounter
- Formula for Influential Communication
- 3 Common Sense Reminders that aren’t commonly found

- Bonus: Vault of resources for post-event training
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Thoughts + Presence + Words

Influential Communication
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_ ,.?__ bl Lk
| (IR TTATAT A

ds.




AB Ol
‘Words & Phr



Dr. Ross is currently with a patient, Is
. there something | can help with?




If you would like to relax here,
we will call you back when your exam
room is available.
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SORRY!

All coupons have been depleted




Common sense

- Voltaire




5 Influences of Common Sense

* Environment in which you were raised during formative years
* Generation in which you were born

* Core personality — extrovert, introvert, ambivert

* Service behaviors of those you used to work with

* BExample set of those you work with today




Action Steps



_.i Showtime!

Go time,
All the time...



Anticipation of Needs
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How to stay in touch, plus a bonus tip (vault)!




g PERFORMANCE MEASURES
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Customer Service Video Training




Virtual Customer Service Training Series

Q

Hello 101

2 High-Impact Models

60 Video Segments

30 Experts sharing their expertise

Full curriculum for leaders

| % with group discussion

Positive Positioning =Xl p " B | questionsand articles for
kel o - ry segment

Transitions That Work ‘ - every segme

Authentic Connecting

[ LAURIE|GUEST csep



Text to get Goodies:

~ New Message

goodies @

qwer tyui op

- Big 7 of Service
- It’s Showtime!
- Is My Body Language Showing?

- Scripting for Superior
Communication

- Dealing with the Angry Person
- Level up your Thank You’s
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For teams. For leaders.  «
A new book by Laurie Guest fnuf,:',’"’
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