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Chapter 30 : Customers first

Love them and put them at the heart of everything

Lesson Learned from the BOOK

1. Develop a passion for and obsession with serving your customers —
their current needs and unspoken future needs

2. Customer—centricity must come from the top , but if you're not at the
top , do it anyway

3. Block out time to spend with your customers

4. Have your customer attend all meetings , even if it’s just in the form of
a mascot or an empty chair

5. Raise the customer ‘satisfaction’ to customer ‘love’ and ‘tattoos’

6. Make sure that your love for customers is shred by your front-line staff
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Chapter 30 : Customers first

Love them and put them at the heart of everything

AN LHUIIU2ADY AWK,

1. Aadeyuag NN, @ Waa T Nam N uguuasaulne

2. ann.atliveuausyuu SEPA (State Enterprise Performance Appraisal)
ﬁoaviummshﬂmnuaﬂmmwmm‘m 3 — Customer Focus

3. AWK I5zuu ‘EGAT VOC' (Voice of Customers) tiasudiasadiaau way
datguatusanunladiulsenszuiunisvineu

4. anu.81723mnuNywalaanatwaliuilseauuarnstiuinig

Aatsuatuzinanisudsuilse
1. dgniearfiaunstianuadedugn@vinng ane.

2. Winnniasuwudzandr Wvinnnduasngsiawiiag waviil Feedback 7'
SunneadunsuAladduilee uddvndulvian@arsunsuale
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Chapter 31 : Tough calls

Cutting losses , mistakes and failures swiftly

Lesson Learned from the BOOK

1. Leaders need to both build and cut , as and when necessary

2. Always put the organisation first. Leaders who don’t make the tough
calls and act swiftly have a huge impact on the bottom-line results.

3. The best companies constantly invest in the ‘new’ — they cut what
doesn’t work quickly , and invest heavily in what does.

4. When making tough calls , always remember 3 words

O Respect : always respect the people that you're dealing with and
treat them in a fair manner

d Emphathy : have genuine emphathy for those people

d Communication : always communicate in a clear and open way.
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Chapter 31 : Tough calls

Cutting losses , mistakes and failures swiftly

AN LHUIIU2ADY AWK,

1. AWN. AszuuArITANULEadLREAITAIUANAaTUIIIvaIANT
2. Aanw. dszuunisunistuganunisalaniiu

3. anu.ARvULdNTEeussuuLIITANUsaatiadlun1saiiugsia (Business
Continuity Management)

4. aWn.fssuun1sRadsniusalansauadunAnUIad LN UseLne

Aatsuatuzinanisusuile

1. adnlnlinsdndanssuunisidamsiugaiunisaiantduilay 1 asv

2. MTIANUANIATANT LUNNTRaRITIR AN U U aNTALAU azUszn1@TiA
NnIUaLNIIIfY
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Chapter 32 : Commit to innovation excellence

Lesson Learned from the BOOK

1. Innovation : doing new things — is on the minds of great leaders

Make it everybody’s job to innovate and come up with new ideas.

Challenge assumptions : both internal and external

Become positively dissatisfied : a great way to come up with new ideas

Have the courage to fail and allow for risk

Small and high-impact teams are best

I A -

Be switched on to new ideas — it's a mind-set

IFITDOESN'T CHALLENGE You

S ITDOESNT CHANGE You

- FRED DEVITO
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Chapter 32 : Commit to innovation excellence

A5 HUIIUARY NN,
1. anu. Suihvunedeeansaandaiosiug Innovative Oragnization

2. ANH.ANTRULAUULRLRILFIUNTHITIUTANTTN In AR T1ATin1TsenIm
UIRNNTTN URLRIUTLAT 119520 U AWH.LAZILAUKRUILNIU TIUNISTURUY
T lddsgniaTusvdssing

3. anu.AAva It TunITAaRIIAULUTANTITULNANTEAUTINIUIU 6 LAY

4, AN Arurnssuns/aauzrineiu dutalaudiuaiu KM, LO & Innovation

Aatsuatuzinanisusuile

1. msaal¥iliseuu Recognition and Reward Tun1sa319uinnssu

2. @5u&I9u Innovative Talent Teams a5 ufude ‘new ideas’ 1uns
Weuu AW, lidgasdAnstiuiinseau World class
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