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I. Introduction (20 Minutes) 

a. The Basics Are Still The Basics 

b. Our Industry Is Struggling. 

c. Identifying Your  Firms Top Challenges 

II. The Zappos Effect  (20 Minutes) 

a. Are We Behind As An Industry? 

b. Top 5 Ideas Brought To You By Zappos 

c. Are The New Initiatives Realistic In Our Firms?  

III. Connecting With Your Clients  (20 Minutes) 

a. Surveys 

b. Newsletters 

c. Client Meetings 

IV. Internal Client Service  (20 Minutes) 

a. Caring For Your Internal Clients 

b. Teaching And Training Your Values 

V. Tricks And Tools Today  (20 Minutes) 

a. The Importance Of New Technology 

b. Social Media 

c. The Tricks That Are Really Working 

VI. The Action Plan For Internal And External Service?   (20 Minutes) 

a. A Scorecard To Share With Your Leadership Group  

b. Tools And Resources To Guide You In Your Journey 

VII. Wrap Up 


