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Hi, I’m your playbook. 
I will inspire and 
energize you!

EXPERIENCE STARS | PLAYBOOK

“I’m one part play  

and one part 

inspiration.”

Go… have fun!
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EXPERIENCE STARS | PLAYBOOK

S URPRISING 

T OUCHING

A SSISTING 

R ECOGNIZING 

Surprising: What I don’t know about you is?

Touching: Who is your hero? 

Assisting: In what ways are you assisting? 

Recognizing: If I were to ask your best friend to describe you,  
what would he/she say?
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“Which word or  

label describes  

you best?”

Why? 

S URPRISING 

T OUCHING

A SSISTING 

R ECOGNIZING 
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       % OF CUSTOMERS ARE  
WILLING TO PAY MORE FOR  
A ‘GREAT EXPERIENCE’

       % OF COMPANIES  
BELIEVE TO BE DELIVERING  
A ‘SUPERIOR’ EXPERIENCE.  

MEANWHILE, ONLY 
OF THEIR CUSTOMERS AGREE! 

       %  

Source: Bain Consultancy

EXPERIENCE STARS | PLAYBOOK

Fill in the blanks:
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41%   
OF COMPANIES DO NOT RESPOND  
TO CUSTOMER SERVICE EMAILS

90%   
OF COMPANIES DO NOT ACKNOWLEDGE OR INFORM 
THE CUSTOMER THAT AN EMAIL HAS BEEN RECEIVED

“Research Shows..”.
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ONLY 11%   
OF COMPANIES CAN GIVE  
A FULL RESPONSE IN THE FIRST CONTACT

15HRS 17MINS 

THE AVERAGE RESPONSE TIME FOR A  
CUSTOMER EXPERIENCE SURVEY...

99%   
OF COMPANIES DO NOT DO AFTER-CARE TO SEE  
IF CUSTOMERS ARE SATISFIED WITH THE RESPONSE

Source: Super Office 2017

EXPERIENCE STARS | PLAYBOOK
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“�Your smile is your logo, your personality is your 
business card, how you leave others feeling 
after having an experience with you becomed 
your trademark.”

Jay Danzie
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“What inspires 

you in terms of 

customer/guest 

experience?” 

Why? 

Smile 8-
)
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“What are your 

Game changers  

in CX?”

Fill in the Blanks below
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Brand 
X



We learn that we must be authentic, real, 
original and innovative. Sometimes we can learn 
from the best. Imitation and inspiration  
to become original STARs.

Jay Danzie

START
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REVERSE THINKING
O

RG
A

N
IZ

AT
IO

N

CU
ST

O
M

ER

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

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

 

We must all think reverse in order to put the customer at the heart of everything we do.

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. 

REVERSE THINKING & ENGINEERING
Exper i ence is Lead ing

Desired 
Customer 

Experience

Co-worker 
behavior/ 

interaction

Stimulating 
Culture

Guiding  
Stewardship

Facilitating 
Logistics 

& Processes

Solutions 
& Concepts

Customer 
Experience 

As Final 
Outcome

Co-worker 
behavior/ 

interaction

Working 
Climate

Management
Logistics 

& Processes
Products 
& Services

Trad i t i ona l  Th ink ing

17
 
© Solutions Unlimited



DELIGHT

COMPETENCY

PROCESS

BRAND 
PROMISE

HAPPY FANS

CUSTOMERS/
GUESTS

MEMORABLE 
EXPERIENCE

OPERATIONAL 
EXCELLENCE

EXPERIENCE  
PYRAMID
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EXPERIENCE STARS | PLAYBOOK
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Think about and write down one amazing customer  
service experience you have had.  
  Who or what made the experience amazing?

EXPERIENCE STARS | PLAYBOOK

“Have you ever had 

an amazing 

Customer Service 

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

EXPERIENCE STARS | PLAYBOOK

“Go to a  

Review website  

like:  

TripAdvisor,  

Zoover, or Yelp.”

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

EXPERIENCE STARS | PLAYBOOK
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“Go to a  

Review website  

like:  

TripAdvisor,  

Zoover, or Yelp.”

Find an exceptional review!
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Write your answer here:

EXPERIENCE STARS | PLAYBOOK

“What can you 

do to make your 

customer experiences 

exceptional?”
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Think about and write down one average customer service 
experience you’ve had. Write it down

EXPERIENCE STARS | PLAYBOOK

“Ever experienced 

average  

Customer Service?”

29
 
© Solutions Unlimited



ps-ee.com/academy30



Write your answer here:

EXPERIENCE STARS | PLAYBOOK
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“How could you make 

an average review 

exceptional?”
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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? 

EXPERIENCE STARS | PLAYBOOK
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How is your Behavior going to deliver a STAR experience?

EXPERIENCE STARS | PLAYBOOK

Why?

In what ways are you committed to becoming an 
Experience STAR? What will you do?
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“Ready for some 

Final Reflections?”
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EXPERIENCE STARS | PLAYBOOK

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

“Make them  

feel like a STAR!”

From:

Rip or Cut it out  
and give it to them… 
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What must I  continue doing?

EXPERIENCE STARS | PLAYBOOK

I will be a STAR in these ways...

What do I need to incorporate?

What must I stop doing?
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“Final Reflections?”



“�People, like you can make or break the 
experience. Experience is the marketing.”
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NOTES

41
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NOTES 
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CONTACT US

Want more? 
Please get in touch
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