- Creating
Llegendary
Customer
Service

‘Nigel Barlow’s book is simply brilliant! Is there anything left to say about
superior customer service? The answer is obviously a re ing “yes”

Creating
ihe Fuiure
With Our

| {=YeJo][=

Nigel Barlow
Director

sz | Service Legends Lid



No More ( I|ches

)

FJreJomd ,ml oormJ wr olesale company

/ Withc 'L Cr Ilenge If you’re still
“Sit down. Have a cup of coffee.
youlcan be bothered, call.”

Advertisement in Sandefjord, Norway



f(elflrle) A\ Jalented Future

* | o make your orc ganization
ioNe as.cr Ac LIV for talent

JRLC O ',e, 09 the latent
lalent
oul already have



Survival ™
of the Fittest




sieaiing ITne Future -
AcCcident

-" |

A mangrom Last Ch ~mdd, exas, who was

o] flJIJJJ—‘(J withiarfatal brain tumour decided to
fnishit qui AJ/ by shooting himself in the

| ‘qujr , Avfriend found him lying in a pool of
vlood and'c Je an aﬂbulance

Not onl -hs- ‘recovered from his injury, but
doctors say that he will now lead a normal life,
having shot the tumour right out of his brain.

The Week
27 April 2002



ialentiDecides!

JREEES NotU makersense to hire smart
pEepIeanErIEnR| tell'them what to do.
e hireaiemart I)Aoa 0 that they
cotldNeliftisawhatiterdo.”

i
Steve Jobs, Apple
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Honesty.With People

“Tne pEStIongriemIcaneer prospect |
Al OIET wogleu GE isichallenging
WoIKsUE Wil Enie nce their value in the
JepImEIKERWHEN the company No

longer needs them.”

' Jack Welch
Former CEO, GE






HOW. Siereotypes
Ate'Created
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hey

NEEd \/J‘“y ttle ‘data’
termake their minds up

) Arp" I erested in
objectivity’

 Listen to and tell stories



ourrbrana s A
HOLOGRANL
. and a Story



Rrsifimpressions Matter

nr/~nm~ PEING an't'ﬂ all college

S 10) rrw US say that even
mg 25 uiviair ast e quallty of a
igifeimployers website is important

/Ren deciding te pply or not.”
- -
@ard Business Review, August 2003



Lia@iar,

tion at the highest
xtensive consultation
iment, we have

panison fire



Zomaie Your Business
AlImsSs de |er

s ability for a 43-year-
23S In black leather,

Ulrich, Zenger, Smallwood
‘Results-Based Leadership’ 1999









HGLA frJJ ted Future

IGNHIEKENOlr organization
friofe aum V= for talent
R 1 gjg,\ 10 the latent
Wcicne -

youralready have



S-I)
i®]
:j
=
=
T
<




DEveioping People —
AllNIme 'fr Seven

S WV2nageby; appreciation
“SILC, ot TVC |
xViake itiimportant and urgent
“Siielong|learning —

~ (history and sausages)

Wi a@your project?

Use your network —
it's (almost) infinite
Become a ‘connoisseur’ of talent




ialEnt=1The Numbers

vAine o Annualtheurs in classroom
folf UJS) v\‘or}@ S

408568 Jiime spent on people issues
pyJetiiey Immelt, CEO, GE

We value great people at 10 x
an average person.”
Jerry Yang, co-founder of Yahoo

90 %  Buying decisions made by women
In Australia



InetEower Of Diversity

cOUE BUSINESS NEEC Is massive
UENSIUSIPRSIOI (aler ’\r d talent, |
DEIIEVERISHNOSTIIKE Iyt 0e found
amongmen:=conformists, dissenters
and r?belsd“ ! \

David Ogilvy
Famed advertiser






-!nd an enthusiast

A e Act ‘as if’

e Have fun



‘Tell him he’s
Pele and send
= him back on’










Talent Lives
Forever —
Frank
Sinatra’s
Comeback

“‘Being dead is a
lame excuse
for not touring.”

UK newspaper July 2003




o contact N emaill:

3

nigeldariow@servicelegends.com




