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Avewer The following questions:

URPRISING Surprising: What | don't know about you is?

OUCHING Touching: Who is your hero?

SSISTING Assisting: In what ways are you assisting?

ECOGNIZING Recognizing: If | were to ask your best friend to describe you,
what would he/she say?
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Why?

?

“Whiclh word ov

\nbel describes

oy best™?”

URPRISING

OUCHING

SSISTING H

ECOGNIZING H
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Al n the blavks:

O/O OF CUSTOMERS ARE
WILLING TO PAY MORE FOR
A 'GREAT EXPERIENCE’

o/o OF COMPANIES
BELIEVE TO BE DELIVERING
A 'SUPERIOR’ EXPERIENCE.

MEANWHILE, ONLY O/O
OF THEIR CUSTOMERS AGREE!
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7 Why?

EXPERIENCE STARS | PLAYBOOK

“What nspives

you i Terws of

customer/quest

experience””
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Fill in the Blanks below
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REVERSE THINKING

A key, and very vital, element in determining our customer experience,

is...

ORGANIZATION

you guessed it, our customer, the true Raving fan.

in order to put the customer at the heart of everything we do.

Expevience is Leading

F ACILITATING
SOLUTIONS GUDING STIMULATING
LoGsTICS
& CONCEPTS STEWARDSHIP CuLTuRE
& PROCESSES

ProwuCcTs LoeIsTIes WORKING

MANAGEMENT

& SERVICES & PRrOCESSES CLmATE

Traditional Thinking »

WHY REVERSE?

Reverse Thinking means precisely that... we must put the customer first and at
the center of everything we do. When we put customers first, we will delight

and deliver exceptional experiences.

CO-WORKLER DeSRED
BEHAVIOR./ CUSTOME R
INTERACTION EXPERENCE

CUSTOME R
EXPERIENCE

CO-WORKLER.
BEHAVIOR./
INTERACTION

As FINAL
OuTcome

CUSTOMER

START
REVERSE
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?

“ave vou ever had

AN AMAZING
Customer S-evvice

Expevience””

Think about and write down one amazing customer
service experience you have had.
= Who or what made the experience amazing?
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What are the key words or characteristics
that made this review average?

@

Yo 1o
2 eview website

K e:

Triphdvisor,

—Zoover, or Yelp!

average
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What are the key words or characteristics
that made this review great?

@

“co 1o 4
2 eview website

K e:

TV}PAdViSOV/

—Z oovev, o elp.”

exceptional
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“What can you
do To wmalle vow

customer experiences

exceptional”

Write your answer here:
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“Ever experienced

ANer agqe

Customer Service™
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Think about and write down one average customer service
experience you've had. Write it down
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?

“How could you wmake

AN ANevaqe veNiew

exceptional””

Write your answer here:

EXPERIENCE STARS | PLAYBOOK
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Name a particular learning you will tell others about from
either STARs in Improv or LARP?

Why did this stand out to you?
or Why did this have an impact on you?
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How is your Behavior going to deliver a STAR experience?

In what ways are you committed to becoming an
Experience STAR? What will you do?

@

“R_eady for some
Fnal Refections™” Why?
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©

“Male Them
Lee| ke a < TAR!"

On the right you
will find an empty
card- Draw, doodle
or write a note to

a colleague!

From:

Rip or Cut it out
and give it to them...
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What must | continue doing?

What must | stop doing?

g What do | need to incorporate?

“Enal Refiections™”

| will be a STAR in these ways...
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START ® REVERSE

GO BEYOND CUSTOMER SATISFACTION
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Want more?
Please get in touch

CONTACT US
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Kruisweg 817
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