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‘s Changed?

What




44% of employees think of
their careers in terms of months not years

Korn Ferry — the Future of Work in
2023

What Has Stayed the Same?

WE CARE CONNECT Study
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Employees First Doesn’t
Mean Residents Last
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We want to be Disney Cruise Lines!

Perhaps
you've tried
everything

il

Why was it working for some

And not for others?
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Deepen

Develop

17

Deepen

Develop
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My own beliefs were getting in the way
Of lasting and real success.

change your

esults will
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The Customer Comes First!

Customer Service is
the new marketing
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The Customer’s Perception
Is your reality
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Rule #1: The Customer is

Always Right

Rule #2: If the customer is ever
Wrong, re-read Rule #1.
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Ask your customers to be part
Of the solution, and don’t view
Them as part of the problem.
~ Alan Welss
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Treat your customers like they

Own you because they do.
~ Mark Cuban

The customer s king.

30
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What we’re seeing now is what happens
When we don’t put as much into

our employee experience as we do
Our customer experience.
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Leadership

Employee Experience

Team Members
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Xceptional Resident
And Customer

Experience
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COLLABORATION

Employee Experience

Team Members
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Go from “The don’t want to work”
To
“How do they want to work?”

Go from “People Need Fixing”
To
“The Process Needs Fixing”
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3 Ways Treat Employees Like Customers

h

Welcome Listen &
Collaborate

Make Them

Feel Vaued

39
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Give them a
Warm Welcome

How do you want them to FEEL?

41
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Improved
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The Four C’s Of Employee Orientation

CULTURE CONNECTION COMMUNICATION COMPLIANCE

Retention Results -
Pharmacy

Problem: Significant Turnover in the
first week — ninety days.

Post New Orientation:
Hired 70 People in the first 3 months

Retained all but 3 of them.

Retention Results —
Senior Living Company

Problem: Significant Turnover from
first day — first 90 days and beyond

Post New Orientation

ry Community saw inc
ention

One of those communities increased
by 65%
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Listen and Collaborate

Deepen

Develop

48
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Collaborate

Scheduling

Diversity, Equity,
Inclusion,
Belonging

A Burnout &

Professional
Development Ul e
Reduction
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Make them feel valued

Best Boss
You Ever Had

17
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1. Listen to
the them
52
n &
i
Notice & comment on
their contribution
53
3. See their
potential
54
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4. Include them in

8/11/23

projects
55
Care about their
life outside of work
56

19



Reignite and Reimagine
your Empl. nd
Customer Experience!

‘We help mission-driven leaders co-create cultures of
happy, caring people who consistently deliver red
carpet customer service.

RedCarpetLearning.com
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