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The 3 C’s...

1. Customer Experience
2. Culture
3. Change






Have you ever been
Wowed!
by a business?




1 have...







Customer Experience
adds value.



Commodity...
a $0.02 - $0.03 value




Processing adds value &

it becomes a good...
a $0.10 value




— a $0.50 - $1.00 value

Pour it in a cup & it becomes
a service...



Wrap an experience around it
and you can charge $4.00 - $5.00!
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Customer experience is not
“customer service.”

Customer Service is
reactionary.

Customer Experience is
proactive.






What is culture?

Your culture is what people say
about you behind your back.
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What are people
saying behind your
organization’s
back?



How do you develop or change a
culture?
Define desired culture

"Hire employees” who support, buy into, and believe
in the desired culture

Communicate desired culture
Reward instances of desired culture

Repeat



wIirtFish Customer Journey

Desired Experience

Feel Excited Feel Excited Feel Comfortable Feel Energized Feel Accomplished Feel Important
Feel Informed Feel Informed Feel Special Feel Competent Feel Appreciated
Extraordinary Experience
e O e
Live Chat Countdown eMail Timer Welcomecd By Name Name on Car Photos Ready License and Discount Card

Follow-up Call Prior to
1 week prior to course
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Change?
No Fear Frozen w/Fear
(Boredom?) (Panic?)
Comfortable Uncomfortable
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Fear of the unknown
Not invented here
Different leads to stress
More work

Loss of control



Novice-Advanced Journey

Current Model: On-Off

New Model: Transition
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Old Novice-Advanced Journey

Periodic In-car Sol
In-car Instruction Sign-off - Solo Checks S
Self-Learning

Requested
Instruction



New! Novice-Advanced Journey

In-car Instruction

I-on-1 Coaching

Self-Learning/Coachi

ng
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Data/Video Mentoring Small Group
Review/Feedback » Debriefs/Coaching

Requested .
Instruction Sign-off - Solo
Periodic In-car

Checks
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The only independent certification program for High Performance Driver Education (HPDE) Instructors

Begin Level 1 HPDE instructor training today!

REGISTER NOW (new users) LOG IN (existing users)

WHAT IS THE CERTIFIED PROGRAM?

The CERTIFIED program is a nationally recognized, independent certification program similar to the PADI program for open water
diving. It establishes a path of continuing education and provides a formal record of achievement for your efforts as an HPDE Coach
or Instructor.

The program is defined by established levels of achievement with each level building upon the next to allow progression through the
ranks of the HPDE coaching and instructing community.

HPDE

Resources
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- States

- Bowling
“ Congress

HOOK.
(Period)

BOWLWD BOWLERS YOUTH

Home / Coaching Home / Coaching Certifications

The USBC Coaching Certification and Development Department's main focus is to provide
coaches of all levels with the materials necessary to give them the best opportunities for
coaching.

It is the only coaching program for bowling recognized by the United States Olympic Committee
(USOC) and USBC coaches are acknowledged experts trained to instruct all levels of bowlers.
USBC coaches work together at all levels: high school, collegiate, professional, seniors, youth and
Sport bowling.

We are continuously working to build a stronger relationship with proprietors, pro shop
operators and bowlers.

The USBC Coaching Certification program teaches current and aspiring bowling coaches the skills
necessary to build a strong coaching career. The levels of certification available are:

e Levell
e Bronze
e Silver
e Gold

In addition to the Level 1 Certification, we offer the Fundamentals of Team Coaching through our
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COACHING

Information, contacts

USA Bowling Coaching

Registered Volunteer Program

Tips for bowlers

Merchandise




Custome

Experienc Culture






