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• Always asking, “What else can we do?”

• Focus on an easy, smooth experience

• Service strategy that gives guidance and 
allows freedom

• Culture of service experience being THE 
most important thing

4 Keys to the Best 
Experience



“What else can I do?”







Man in the Desert 
Approach for “What else 

can we do?”



Identify 1-2 “What else” 
ideas







Easy at Apple





What’s one way you 
can make life easier for 

students?



Guidance, yet freedom



A P P L E
• Approach customers with a personalized 

warm welcome

• Probe politely to understand all the 
customer’s needs

• Present a solution for the customer to 
take home today

• Listen for and resolve any issues or 
concerns

• End with a fond farewell



Starbucks 5 Ways of Being

1. Be welcoming

2. Be considerate

3. Being involved

4. Be genuine

5. Be knowledgeable 



Customer experience = 
MOST important thing



We are a 
service 

company that 
happens to sell 

coffee 



Give customers the 
best shopping 

experience on the 
internet.

Zappos misson



`



Start
Stop

Continue



Let’s connect

• For a copy of today’s slides, go to 
MyraGolden.Wordpress.com

• For questions not answered today, email 
me at myra@myragolden.com. 

• Web: MyraGolden.com

• Twitter: @myragolden
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