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THE DATA
80% of companies believe they deliver a superior customer

experience. Only 8% of their customers agree.

 Source: Bain & Company, "Closing the Delivery Gap"
(survey of 362 companies) Bain

https://media.bain.com/bainweb/PDFs/cms/hotTopics/closingdeliverygap.pdf


71% of consumers expect personalized interactions, and 76% get
frustrated when they don't happen.

 Source: McKinsey & Company, "Next in Personalization"  Helloretail

THE DATA

https://helloretail.com/en/blog/2026-07-02-ecommerce-personalization-statistics/


80% of consumers are more likely to make a purchase when brands offer
personalized experiences.

 Source: Epsilon & GBH Insights consumer research  McKinsey & Company

THE DATA

https://www.mckinsey.com/industries/retail/our-insights/personalizing-the-customer-experience-driving-differentiation-in-retail


Fast-growing companies drive 40% more of their revenue from
personalization than slower-growing companies.

 Source: McKinsey & Company, "Next in Personalization" Helloretail

THE DATA

https://helloretail.com/en/blog/2026-07-02-ecommerce-personalization-statistics/


Consumers are willing to spend 16% more with companies that
deliver excellent service.

 Source: PwC, "Experience Is Everything" (Future of Customer
Experience Survey) Netomi

THE DATA

https://www.netomi.com/pwc-customer-experience-is-everything-study


Consumers are willing to spend 16% more with companies that
deliver excellent service.

 Source: PwC, "Experience Is Everything" (Future of Customer
Experience Survey) Netomi

THE DATA

https://www.netomi.com/pwc-customer-experience-is-everything-study
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LEADERSHIP

TOP 4 REASONS PEOPLE QUIT

POOR TRAINING

LACK OF GROWTH

PAY



4 out of 5 “repeat” customers
disappearing every year

THE DATA



60% of total sales come from repeat
customers

THE DATA



Increasing your retention by 5% will
increase PROFITS by up to 25%

THE DATA



This needs to be our obsession





Focus + Clarity + Innovation



Thinking like everyone else = average results-
It’s time to change everything:

Paradigm Shift: Finite vs Infinite Mindset

CORE TRUTHS



INFINITE
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EXPERIENCE 
WE HAVE ONE MISSION: 



It all starts with a GUEST FIRST mindset



Focus + Clarity + Innovation



Is the demand in good product or
good hospitality- 

This is how you separate yourself. 

What is a successful business
model?



Thirty Percent Hospitality Designed. Culture Engineered.
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Thirty Percent Hospitality Designed. Culture Engineered.



Focus + Clarity + Innovation





















rewiring mindsets



Service vs
hospitality

(TIME AND MONEY)



Guest Awareness 
&

Guest Right Away



SMILETHE 
ABC’S OF  
CONNECTION

EYE CONTACT

GENUINELY ENGAGE



Perceived Value + (Exclusivity) 

Passion Selling

VALUE



Trader Joes



Accountability

Follow-up

Clairty

Structure

co
nfi

den
ce



Clarity
Confidence
Structure

Consistency



“Earn your leadership every day.”
— Michael Jordan



THE 4 CORNER STONES 
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ADVANCED LEADERSHIP
EMOTIONAL

INTELLIGENCE
GUEST RECOVERY

ACCOUNTABILITY 
MASTERYINSPIRATIONAL
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“Every standard you let slip is the NEW standard”

STANDARDS





Accountability



If you don’t have
consistent accountabilty...

you don’t have ANYTHING.



A culture of accountability
is a culture of excellence.

(accountability is a good thing)



Structured Environment +
Confident Clarity



A/B/C PLAYERS



PROTECT YOUR STRONG



Teams with just one negative member performed 30%
to 40% worse than teams without one.

The negativity was contagious: teammates
unconsciously began to mimic the bad behavior
(slacking off, arguing, or withdrawing) to protect

themselves.

Key Insight: The "bad apple" did not just sink their
own boat; they caused the other high-performers to

stop rowing.

The "Bad Apple" Effect 



The 3-Phases Consistency





DRIP training



TRAIN.
NURTURE.
COACH.



10/10?
IS THAT A



KEEP.
     START.

              STOP.



Focus + clarity + energy + interaction

THE NOT WORTHLESS
PRE-SHIFT



how do I make time?



18 MINUTES



TOP 4 REASONS PEOPLE QUIT
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TOP 4 REASONS PEOPLE QUIT

POOR TRAINING

LACK OF GROWTH





















“The man who does more than he is paid for will
soon be paid for more than he does”

-Napoleon Hill



FRAMING IS EVERYTHING

YOUR JOB IS PAID PERSONAL
DEVELOPMENT... FOR YOUR FUTURE.

(This is just a job - paycheck-to-paycheck mentality)







Selective Excellence is a myth. 





















MOST PEOPLE WON'T ACCEPT THAT. EGO
AND PRIDE GET IN THE WAY. THEY BECOME.

WHAT THEY THINK

REALITY

DELUSIONAL.













DON'T EARN ON THE CHEAP.
2%. 5%. 10% A YEAR. GET TO 50%. 100%. 500%.

TIME

50–500%

2–10% / YR

VA
LU

E









“The man who does more than he is paid for will
soon be paid for more than he does”

-Napoleon Hill
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