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If | had asked people what they
wanted, they would have said
faster horses.

=Henry Foid
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Today's Employees & Customers

¢ Less Loyal @
& More Connected w

¢ Less Patient . .
¢ More Demanding '.‘
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¢ Less Attentive
<& More Informed




Changing Trends

2003
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Visits to
Retail Sites

Online
Research

Willingness
to buy cars
online

S

92%

—
.

TODAY



Customer Expectations

We want to feel
valued and
have a great
customer

experience.

Qur customers
would like to feel
valued and receive
a great customer
experience...as
would !

Awesome! This tells
me where | can get
a great customer
experience and feel
valued.




Understanding
your Behaviour
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Behavioural Styles
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The Batari Box

Your
Attifude

Their Your
Behaviour Behaviour

Thelr

Attitude
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Emlbracing Evolution

EVOLVING
YOUR
APPROACH
‘IDENTIFYING
CUSTOMER
HABITS
.UNDERSTAN DING
YOUR
BEHAVIOUR
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‘Whether you

think you can
or think you can't

you’re right-

Henry Ford
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Q&A Session
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