What Cult Are You In?
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Experience

Mark where you think your business is operating among the five cults. Then in the space
below, explain why you think your organization rates where it does. What could you do to
move further up the scale? If you believe you are already in the cult of amazement, what can
you do to ensure you stay there? What might cause you to slip, and how can you avoid it?
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What is your current cult, and why?

What do you need to do to move to the next cult, if you are not already in the cult of amazement?

What must you do to ensure that you do not slip to a lower cult?

Cult
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The Touch Points Chain
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YOUR CHAIN OF TOUCH POINTS
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Impact Point Awareness

TOUCH POINT:

IMPACT POINT:

TOUCH POINT:

IMPACT POINT:

Cult
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Moments of Magic® Strategy Grid

TOUCH POINT MOMENTS OF MAGIC STRATEGY OUTCOME

Cult
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Moments of Misery™ Strategy Grid

MOMENT OF MISERY , HOW OFTEN? /~  PREVENTION / SOLUTION

Cult
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Moments of Magic® Card

OVERVEW: People can relate to a story, especially when it is their own. Part of
the success of any customer service/experience program is to have all employ-
ees on board, with the customer always in mind. When employees are sharing
their stories on a regular schedule (once a week), you know that they are at

least thinking of how they can deliver extraordinary service.

INSTRUCTIONS: Fill out the the Moments of Magic® form below with one of your own
personal examples. This exercise should be completed once a week. Unless you are operat-

ing as a solo entrepreneur, these cards should be turned in to a manager.

Note to manager: Give feedback. Share great stories with others in the company.

%\omenfs

A Moment of Truth is
any time someone
comes into contact with
us or our company.
Individually, these
contacts are referred to
as touch points.

It can be good, it can
be bad, or it can be
just average (“OK” or
satisfactory).

A Moment of Magic" is
anything that is better
than just “OK.”
Sometimes, it’s even
amazing.

Briefly describe a
Moment of Magic that
you created for either
a customer or fellow
employee. This can
come from resolving a
comlaint, helping a
customer in need or
simply creating an
amazing customer
experience.

Mxgi c

Name:

Manager Comment:
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Moments of Innovation™ Card

OVERVEW: This exercise can keep your team thinking about how to always be improving
their company, their individual responsibilities and themselves. It is all about process
improvement and creating a better customer experience.

INSTRUCTIONS: Fill out the the Moments of Innovation™ form below with one of your
own personal examples. This is an exercise that should be completed once every week.

Name:

Moments of

Innovation! .

A Moment of Innovation is any
time an employee comes up with
an idea or suggestion to make a
change to the job, a procedure, or | = =« © © 0t ottt s s
anything that could increase
production, decrease cost or
positively impact the customer.

The end result is some type of
change or improvement that
makes things better, giving
employees input in the way things
are done and giving them a say in
the company. | vt e e

Sometimes, being prompted to

brainstorm ideas is the best way to
think creatively and come up with
some incredible suggestions! Use | © © © 0 vttt ottt s s e e e e e e e e e
this card to create your own
Moment of Innovation. b . . L L L L L e e e e e e e e e e s e e s s s s s s e e e e

Manager Comment:
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