
Alignment & The 3 C’s



The 3 C’s…
Customer Experience

Culture
Change





Have you ever been
Wowed!

by a business?



I have…





Customer Experience 
adds value.



Commodity…
a $0.02 - $0.03 value



Processing adds value & 
it becomes a good…

a $0.10 value



Pour it in a cup & it becomes 
a service… 

a $0.50 - $1.00 value



Wrap an experience around it 
and you can charge $4.00 - $5.00!





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.



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



Customer Journey



Wow! 
your customers.

Copyright Speed Secrets 2017



Story
Comfortable being uncomfortable



Comfortable Being Uncomfortable

No Fear
(Boredom?)

Frozen w/Fear
(Panic?)

Comfortable Uncomfortable

Change?





5 Reasons We Hate Change
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



Old Novice-Advanced Journey

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

Checks

Requested 
Instruction

Solo – 
Self-Learning



New! Novice-Advanced Journey
In-car Instruction

Corner 
Observation/Fe

edback

Periodic In-car 
Checks

Requested 
Instruction

Data/Video 
Review/Feedback

Small Group 
Debriefs/Coaching

1-on-1 Coaching

Sign-off - Solo

Self-Learning/Coachi
ng
&

Mentoring







Customer 
Experience

Culture

Change

Alignment



The Power of Alignment


