Customer
Intimacy

Program

The program that puts the customer at the centre of your organisation

Modular design increases flexibility
Peer-to-peer development

Stop selling, start serving

Time to change habits

3 months learning for 4 days

This programme helps you get inside

customers heads to see how they

think.

Modular design

This program is modular in
design. This increases flexibil-
ity and allows sufficient time
for real change to take place.

Peer-to-peer development

We bring your service delivery
people together so they de-
velop Customer Intimacy. In-
stead of relying only on the
wisdom of experts, it assumes
that people often learn best
from peers who share the
same daily struggles. It re-
places the one-way flow of in-
formation (the pour-and-
snore approach) with deep
and meaningful conversations
that builds trust and connec-
tions and confidence.

Stop selling. Start serving
Everyone loves to buy. No one

likes being sold. This program
helps customers buy.

Time to change habits

One day workshops nearly al-
ways disappoint because they
do not allow sufficient time
for participants to practice,
learn from each other and
change behaviours. Changing
behaviours takes time.

This program is deliberately
spread over 3 months to allow
change at a deep level.
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B Imagisties

.
The first step in customer service is to
understand ourselves. There is no way others
can feel comfortable about who you are un-
less you know who you are yourself.

Profile each person to get a profile map like the one opposite

Iriorporaona! Understand your strengths and play to them
Crgerizatona) :':’."LJ Communicate more effectively and do better presentations.

Before you know others, you must know yourself.

Colour Your Customers

Content includes

Why this is important

Relationships only work when everyone is treated the way

they like to be treated, not the way you want to be treated.

Confidence, Influence

& Personal Power

Content includes

Why this is important

A4 _.’: \

Confidence is not something some people are born with.
7

. ltis a set of behaviours that anyone canJ_
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Most people approach relationships for what
they can get out of the relationship, actually rela-
tionships are formed by focusing on what you
can add to the relationship. What you give will
come back tenfold.

The golden rules of relationships

Develop a more positive attitude

How to develop cooperation and collaboration
How to write irresistible Relationship Plans.

s W o
ForMho 7 e rsiand Ioduy success depends on who knows you and who knows what you
PN now.
that collaboration is a stronger force than competition

Networks

Content includes

Why this is important

Decision Making

Content includes

Why this is important
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The aim is to create a continuous customer chain
throughout the organisation so everyone is clear
about how their contribution adds to the value
that the external customer receives.

The next person on the chain

Three immutable laws of customer service

Improving Moments of Truth & Creating Raving Fans

Stop selling, start serving

Set up Service Delivery standards and Improvement Teams to report to
Dragon’s Den.

.
. . Intimate customer service increases sales, this puts cash in the bank so
Customer Intimate systems deliver great
customer service in the hands of ordinary people.

Improving Processes

Eliminating Unnecessary Work & Square wheels

Content includes

Customer Intimacy gets BIG results by eliminating

unnecessary delays, bottlenecks and bureaucracy. Why this is important

Execution. Execution. Execution

Process improvement teams pitch recommended changes
Project teams pitch recommended changes
Decision-making criteria pitches made.

99% of people on development courses make absolutely no permanent
changes as a result.

The Dragons’ Den allows participants to develop real business ideas
that take the workshops from theory to actual changes on the ground.

It will put you ahead of 99% of your peers.
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Canary enter-

~en.e= prise is a fast

growing specialist

b utt e r

manufacturer in

Hamilton. Bruce

Holland was

asked to design and facilitate a

strategic planning process for

them. Two of the strategies

agreed were to become Customer

Intimate and to empower their
people.

Following this Bruce was asked to
help them implement these
strategies. As a result he de-
signed and facilitated a Customer
Intimacy Program that involved
every staff member in 8 half-day
workshops held every two weeks
apart.

Murray Seamark, the Manufactur-
ing Director and one of three
owners of the business, reported
the following benefits:

m From a Director's perspective |
can really see a way now to
get closer to the customers,
and get our team closer to the
customer.

m We now have a major com-
petitive advantage because of
our uniqueness and we can
capitalise on it.

m To start with we had several
separate groups: the office
group, the various shifts were
different groups, Directors
were on the outside and other
groups. Canary has come to-
gether as a whole team.

m They (staff) no longer leave
their hearts and minds at the
door. They will now do stuff for
you that you would not be-
lieve. People feel valued and
that they can make a differ-
ence. So they do make a dif-
ference.

m We have tapped into the
strength of like-minded people,
producing high quality product
that is designed specifically for
a customer in a customer inti-
mate way.

m We now have people doing
things in their own time that
simply would not happen with
a bunch of grumpy guys.

m Overall the benefits we have
already seen; we have already
recovered our value, because,
now when the pressure comes
on the guys will rise to the
challenge, where prior to this
they would have said: 'What's
in it for me?'

Evaluations

What comment would you make
to some one else who was con-
sidering using Bruce Holland, Vir-
tual Group for something similar?
Include any praise, issues or sug-
gestions. Ratings are from 1
(poor) to 5 (one of the best I've
been to).

m Workshop was structured in a
way that took all participants
through a process that deliv-
ered the end result that we
were looking for. Bruce is an
excellent facilitator with great
experience in leading a team
to develop their own conclu-
sions. Overall score: Five out
of five. Derek Bartosh, Direc-
tor, Canary Enterprises.

m Pre-work excellent. Well run,
right amount of intervention
and guidance to ensure de-
sired end is met. Very useful
means of defining objectives
and achieving consensus
within a team. An inclusive
process. Overall score: Four
out of five. Ross McCullum,
Consultant, Canary Enter-
prises.

m Insightful, thought-provoking
and satisfying. Enjoyed the
pre-reading. Liked the way
things kept moving along.
Comments to someone else:
Don’t wait. Be ready to get out
of the box and answer/ ask
hard questions. Overall score:
Five out of five. Kylea Heaton,
General Manager Operations,
Canary Enterprises.

m Overall impressions, very
good. The pre-reading was
thought out and provoking and
intriguing. The process of the
workshop built to a nice con-
clusion. Very favourable re-
sults indeed. Good on you. It
was a really enjoyable and
thought provoking. Comments
to someone else: It will be
hard work. It will challenge
you, but will also be rewarding
and directional. You will have a
plan. Overall score: Five out of
five. James Gray , Director,
Canary Enterprises.

m The process was insightful
and reminded me of exciting
times at a previous job. this
bought direction, confidence
and belief to our ability to suc-
ceed. Go with an open mind
and be prepared to be chal-
lenged. This process has
bought direction to our com-
pany. It has identified our
strengths as a team. Overall
score: Five out of five. Murray
Seamark, Manufacturing Di-
rector, Canary Enterprises.

For more details and a 30 min-
ute audio interview with Murray
Seamark, see:

virtual.co.nz/index.php/Products
/CaseStudy-CanaryButter
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What a
great time
we had! |
got a lot
from see-
ing our
people enjoy themselves, be
more of themselves and open up
to new thinking. The tools and
concepts around being better at
giving great service have been
very valuable and helped us all
get a common understanding of
how each customer is an individ-
ual and so are we. Many of our
people were new to training and
development and Bruce’s style
was key to succeeding in getting
people to relax and bring their
best.

[EWIS’S!

THE ART OF CURTAINS

As an organisation we needed to
begin somewhere and this was
perfect for us. Not too heavy, but
not a walk in the park either, with
most people reflecting on one
thing or another for weeks after-
wards....

We achieved the objectives | set
in a positive and engaging way.
Overall this was 5 out of 5, one of
the best development programs
I've been to.

Lisa Ellingham, General Manager,
Lewis’s Home Fabrics.

| thought the material was well
researched. Documentation and
workshops professionally pre-
pared. Half-day workshops were a
good amount of time, keeping in-
formation to the point. Thought

Virtual Group provided inspira-
tional training to a broad range
employees with different jobs and
different skills, but it worked well
for all of us.

Nardine Parker, Sales Consultant,
Lewis’s Home Fabrics.

My overall impression was that
the project was very good and
thought provoking.

A great strength is the relaxed
manner in which it was facilitated,
which placed everyone at ease...

Terry Donald, Managing Director,
Home Fabrics.

It was a very worthwhile project, |
think enjoyed by all who partici-
pated. It was an opportunity to
work more as a team and take
people out of their comfort zones.
The readings and pre-work were
all worthwhile and gave you an
insight to the upcoming work-
shops.

| would highly recommend Virtual
Group, it certainly opened my
mind and thought processes. |
thoroughly enjoyed the
experience. Overall this was 5 out
of 5, one of the best I've been to.

Sonia Galyer, Office Manager,
Lewis’s Home Fabrics.

Great, very thought provoking!
Thoroughly enjoyed, found the
exercises and workshops very
good and very useful to our team.
Thought provoking. Many discus-
sions coming to team meetings
from all areas. Well worth the time
and effort. Very beneficial to any-
one who attends.

Overall this development pro-
grams was 5 out of 5, one of the
best development programs I've
been to.

Phyllis Gulliver, Branch Manager,
Lewis’s Home Fabrics, Lower
Hutt.

| found it thought provoking and
interesting. It was well presented
and great to work in teams. The
concepts were easy to
understand and follow.

It is a worthwhile investment. It
not only teaches one how to apply
oneself in the workplace, but also
allows one to find out more about
oneself. Overall this development
program was 5 out of 5, one of
the best I've been to.

Janine Hickley, Sales Consultant,
Lewis’s Home Fabrics.

On a personal perspective | found
the course beneficial even though
in my job | have minimal contact
with external customers.

The course was enjoyable and
the instruction easy to
understand. Attend the course
with an open mind.

Catherine Hingston, Production
Manager, Lewis’s Home Fabrics.

Very professional. Bruce was
easy to understand and his prac-
tical workshops enjoyable. Col-
ouring your customers does work
and this information will prove
very helpful in my dealings with
customers. Great to share with
the group.

Bruce was enjoyable to listen to
and his choice of music was ex-
cellent. More Bob Dylan! A great
learning tool for any customer fo-
cused company. Overall this de-
velopment program was 5 out of
5, one of the best I've been to.

Alan Davodine, Senior Measurer
and Installer, Lewis’s Home Fab-
rics.
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Client Comments

Customer Intimacy Program

Open Polytechnic

KURATINI TUWHERA

My impressions of the program:
Comprehensive, stimulating and
at times controversial and chal-
lenging = excellent. | made myself
read all the readings, will keep
them to refer to later, a useful
guide for how Facility Managers
operates in the future. The pre-
work was sometimes difficult to fit
in. | appreciated your ability
Bruce: to adapt to the group's cur-
rent situation; to incorporate ex-
pertise from within the group; your
sense of fun and individual ap-
proach to each of us. To someone
else I'd say: "Go for it - if you get a
chance to work with Virtual/Bruce
- it makes a difference to how you
view yourself and others and
work. Taking all factors into ac-
count it was one of the best pro-
grams I've been to.

Caryl-Louise Robinson, Director,
Faculty Office, Open Polytechnic
of New Zealand.

Bruce Holland, Virtual Group Business Specialists, PO Box 6521, Wellington, Phone 0800 4 virtual,

For me it has been a fascinating
journey...The readings | will cher-
ish, and | have already started to
read similar areas for my own in-
terest. Bruce, on a personal note,
it has been great watching your
facilitation which | would be happy
to follow. To someone else: If you
get a chance do it. Taking all fac-
tors into account it was one of the
best programs I've been to.

Alison Holleyoak, Manager,
School of Construction, Open
Polytechnic of New Zealand.

A lot was covered over a series of
six half-day sessions, with read-
ings followed by activities within
the group. It brought us together
as a group, to understand more
about each other and learn to
value each others' contributions.
Thank you for the workshops. To
someone else: Valuable work-
shops and readings making us all
consider the same ideas. Difficult
to work with such a diverse group,
but managed well.

Anne Mason, Manager Profes-
sional Learning and Development,
Open Polytechnic of New Zea-
land.
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