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Making the Experience

Magical...

JOHN FORMICA
The “Ex-Disney Guy”
America’s Customer Experience Coach
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So, who is this “Ex-Disney Guy”?







Staying Alive!




WestVirginiaUniversity.
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Joe Theisman

¥ Pto Foothall Small Business

Growth Expert

John has been f@@tunr@d ﬁn and/or see on...

JUSIT IMAGINE

?gé @ Fox unIV|S|on @CBS If ) ‘sNEP

BUSINESS
Virgim al‘lahl'l(:@ i Bég

b@al AlEh

Ran Your Business
W hat W ould It LOOK Liker

Thought Leader

Magazine

Customer Loyalty

BuUsiNESs JournaL
Behind Ih' el

Formica (The Ex-Disney Guy)
IOhn 2 JENCE COACH

NEWS

z of the
Iights




Building Relationships
Get to know their story!
Do they know yours?



Customer experience is the
next competitive ‘arena’...
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It's where YOUR busines$ is going
to be won or lost. % ~

It will overtake price when deciding
which chauffeured service to
choose.



64% of buyers W|ll
spend more and more often for a better
customer experience!



A great customer experience is the key

to your success! & ® O
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One happy customer can
lead to and tell as many as nine people.




It is not just about
providing chauffeured transportation services.
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Itis all ab_out the
Experience’
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“If you can dream it, you can do it.”
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Imagination
Curiosity
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How Do You Create a Maglcal Experlence’P

“You don’t build products or services for yourself. You need to 1
know what the people want, and you build it for them.”

- Walt Disney
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What’s YOUR
Promise Message?
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“If your HEART is in your DREAM,
no request is too extreme.”
~ Jiminy Cricket ~



Ask Yourself...?

What 3 things do you want your
customers to say about YOU, Your
Services, or Business?



“World’s
Best
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[EMAGIC BEGINS
WITH PEOPLE gpadd
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You can design, create, and
build the most wonderful place
in the world. But It takes people
to make the dream a reality.”

~ \Walt Disney
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“Right People...Right Roles”’

Actor Jason Alexander (a.k.a. George Costanza)

How To Succeed in Business and
Beat Out Your Competition Today!

‘;\‘ AL . * Goin Emplo 7ccC mmitmen)
- ”,\/ _ * Atiroct More Customers
__ -"gf-"’“"_ P « Create Customer loryofry
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« Find ond Hire Greot People
= Make The Workplace Fun

JOHN FORMICA
an EX-Disney Guy

Amorica’s Best Customer Experonce Coach

Top-Selling Book



ITIS
MORE THAN THE JOB.
YOU/THEY ARE THE
FACE OF THE BUSINESS!
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5§ Ways We Make an Impression
On Our Customers

Be Interested... 1. What We Do

Not Interesting! 2. How We Look
3. What We Say

4. How We Say It
5. How We Make Someone Feel
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10 Factors That Could Affect the Experience

(i;/ Attitude, Enthusiasm Staff Knowledge./Helpful
A\ Professional/Impression

Ease of Doing
Physical Atmosphere Business/Technology
p §§ Communication/Tone
ppearance ' = Phones, Email, Voice

Mails, Texts, Follow up

-/ Friendly/Smiling &

j;...;g.:-_-f_:s:;; »® Body Language/ Cleanliness of Vehicles
Likeability or Offices

Attention to Detail and ﬁ« f_ ?nse_of Urgency and
I . imeliness
Organized/Operations
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'“Marketmg is no longer about sellm
s '“products or services, but about the'
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Exceed the Expectations!




Walt’s "PLUS” FACTOR

Its kRind of fun to
do the
impossible.
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Wha‘rever' You Do, Try To
"PLUS" It By Onel

Before * During * After




Before

\ ’7 "//’
0,‘\.’ P ‘V’ '/

?3\73} ot‘!;;—é

Postcard Sent Give Them Each a Rose

Create an experience that your customers want to
remember and share. Make it so ‘magical’ that they
want to take a picture of It.



Getting to work feeling good..

M EVERY/DAY/I[GETsT O)WORK(WITHITHE
BEST(INTENTIONS/AND THE[RIGHT
ATTITUDE™
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[he way to get started is to
quit talking and begin doing.

- Walt Disney

Goalcast



Are You a Thermometer or a Thermostat?




“If you SRS
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you
can
do it.”

WALT DISNEY



DO WHAT YOU DO SO WELL
THAT THEY WILL WANT TO SEE IT AGAIN
AND BRING THEIR FRIENDS.

WALT DISNEY

INSPIRATIONALGRAFIX blogspot.com




Take a Picture of This Slide! Want More Help?

Let the “Ex-Disney Guy” Help
You or Your Team Today!

*FREE $500 GIFT!**

FREE 45-Minute Strategy
Call With John

NO FLUFF & NOTHING TO BUY

/‘/,_ Plus

FREE Training Videos and Newsletter

S info@jonnformica.com

John Formica




“Always Make It Magical!”
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Let Us Know How
We Did!

Fill OQut the Survey

—— MOBILE APP SPONSOR ——

N@RTH POINT

GLOBAL TRANSPORTATION SERVICES

CHAUFFEUR
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