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Introduction 

At 211 degrees, water is hot. 

At 212 degrees, it boils. 

With boiling water, comes steam. 

And stem can power a locomotive. 

And…It’s That One Extra Degree 

That makes all the difference! 



Rule #1 It Starts at the Top 

 Creating a service culture starts at the 

top. 

 It starts in the head and the heart of 

the leader and is passed on from one 

team member to the next. 



Rule #2 Your Customers Must 

Come Second 

 Employees come first! 

 If you treat your employees right, 

they’ll treat the customers right, and 

the customers will come back! 



Rule #3 Engage the Hearts 

and Minds of your Employees 

 A vision must be compelling, 

understandable and focused. 

 Capturing your vision in a way that’s 

easily understood is a powerful call to 

action. 

 Make your workplace feel like a family. 



Rule #4 Make Your Culture 

Your Brand 

 The culture of providing outstanding 

customer service can be developed 

into your brand. 



Rule #5 Understand the “How 

of Wow” 

 Raving fans, unlike satisfied customers, 

become part of your sales team! 

 Consistency counts in “Wowing your 

customers” 

 The most important word: “YES” 

 Your ability to wow your customers is only 

limited by your imagination and your 

commitment to serve. 



Rule #6 You Only Get Once 

Chance to Make a First 

Impression… 

 Little things can make a difference. 

 With every new employee and every 

new customer you have only one 

change…just one, to make a great 

first impression. 



Rule #7 Identify Your 

Moments of Truth 

 Remove the barriers that keep your 

team from executing your plan. 

 It is the feelings of your employees 

and customers that is your competitive 

advantage. 



Rule #8 Don’t Assume…Ask 

 Never try to fit your customers into 

what you think they want. 

 Ask customers and employees what 

they want and for their feedback. 



Rule # 9 Celebrate Success 

 Recognition! 

 Ideas for employee recognition are 

limited by only your imagination and 

your commitment to your employees. 

 You are making an investment in your 

most important asset…your people. 



Rule #10 Reinforce 

 Reinforce, Reinforce, Reinforce 

 Continuous reinforcement is very 

important 


