




Dear Reader,  

 

I wanted to take a moment and personally thank you for downloading these sample excerpts from my 

newest book, ​Get Your Stuff and Get Out! Why Customer Service Sucks and How We Can Make It 

Great Again!  

You are about to read a short but powerful set of tools I use to radically transform customer 

experience and employee culture. This work has been a labor of love. I am very fortunate and honored 

to have the endorsement of some of the best-of-the-best within the corporate world. I am passionate 

about great customer service. It all begins with employees who are valued and treated with respect. We 

have the opportunity to change the world, one interaction at a time.  

Great customer service is not rocket science or a complex scientific formula. In reality, it’s just 

the opposite. It comes down to providing good service, being honest, and correcting mistakes when 

they are made. It’s treating your employees like valued assets and not disposable cyborgs. It’s creating a 

welcoming space for your customers. It’s exceeding their expectations and giving them a reason to 

come back. As poet Maya Angelou stated, “People will forget what you said. They will forget what 

you did. But they will never forget how you made them feel.”  

I hope you will find this small example to me moving and inspirational. I would be delighted 

to share more insights with you. If you are interested in working with me, please visit my website, 

www.thecsrevolution.com​ or see the attached flyer for more information. 

My hope is you will take away one message from my books and my articles: be kind to yourself 

and to each other. Whatever you do in life, do it with passion, excellence and integrity. And most of 

all, let love guide you every step of the way. 

 

With every best wish,  

 

  

 

http://www.thecsrevolution.com/
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Empower Your People 

 

Empowerment makes everything happen within an organization. It is enabling employees to 

do the right thing without executive approval or drawn out procedures. It is allowing people to do 

things right for the sake of doing things right and trusting them to get the job done. 

 

Jeff James, Vice-President of the Disney Institutes, states,  

 

Going the extra mile is not about working harder or longer—it is about discretionary behaviors 
that employees want to do versus have to do. When you have to do something you comply, 
meaning you do it because it is required as part of your job or role within a company. But, 
when you commit (to an organization or company), you do things because you want to do 
them.  
 

Employees perform above and beyond for your customers when they feel an emotional 

connection to your company. You have shown them you care about them and their well-being. You 

have shown them they matter to you. So, they want to respond in kind. They want to do good for you 

and the people you care about, which are your customers. They feel part of your corporate family. 

When this happens, the sky’s the limit in terms of what they can accomplish. James continues, 

 

Sometimes leaders within an organization get concerned when they hear the word 
‘discretionary’ related to their employees’ abilities to satisfy a customer. They usually think of 
how much money ‘discretionary’ could cost their company. But, what they may not be 
considering are the longer term implications of not allowing their employees the ability to do 
the right thing at the moment. 
 

I point back, yet again, to the infamous example of the Ritz-Carlton Hotel allowing every 

employee a discretionary line of credit of $2000 to help resolve guest needs. This is done with no 

questions asked, no committee approval. Just empowerment to do the right thing for people. 

 

 



Customer experience expert and former Marriott Hotel general manager Charles Minton 

reaffirms this principle, 

 

I believe in empowering my employees. I let them know on a regular basis what they do 
matters. I let them know they matter. I empower them to do what they feel needs to be done to 
make a positive impression on guests and to take care of problems when they arise without 
delay. 
 

A JetBlue Airlines flight was delayed in Orlando. It sat on the tarmac for several hours and 

passengers were understandably upset. There is nothing worse than 200 people crammed into a tight 

space for an extended amount of time. Tensions were high, and the mood was somber. So, the flight 

attendants treated every passenger with free movies for the entire flight. When asked how they could 

do this, the flight attendants stated they are enabled to do “virtually anything” to take care of 

passengers, as long as it is in line with the companies five main values: Safety, Caring, Integrity, Fun or 

Passion. This empowerment is JetBlue telling its employees they want them to do what is right for the 

customer. There is no need for executive approval or management oversight. Just do the right thing 

and people will be happy. 

A study by business professors at the University of Illinois concluded the vast majority of 

frontline employees who are given high degrees of autonomy and trust will, in return, prove to be the 

best performers within an organization. They will trust leadership more and provide better customer 

experiences than those who are restricted and limited by rules and policies. Every customer interaction 

gives employees an opportunity to be a hero. They have countless chances daily to be the answer to 

someone’s problem, to remedy a negative situation and redirect it into a positive outcome. But this 

only happens if the company enables the employee to do so. Customer driven employees can’t live off 

hopes and dreams if their hands 

are tied by the companies they work for. 

With this in mind, may I suggest the following to empower employees: 

 

 



1. Don’t confine them. ​Contrary to popular wisdom, giving employees freedom and 

generous boundaries to make their own decisions leads to a better customer experience. When 

authority is given to each employee to act within their scope of expertise, they are given the 

freedom to act in the best interest of the customer. 

2. Listen. ​It is one thing to hear, and another to listen. Always have your 

door open and allow your employees to express genuine concerns and even ideas which benefit 

the company. Take their messages to heart and implement them if they work. 

3. Believe in your team. ​If you think you can do everything on your own, 

then you would have no need for employees. Support your staff and extend some trust to 

them. That trust will be misplaced sometimes, and an employee will need to be trained better 

or eventually dismissed. I understand people are not always honest and will take advantage of 

the trust placed in them. I know some companies have had horrible experiences with 

employees. But a few bad apples should never spoil the bushel. Trust is a two-way street. If you 

don’t trust your team, then how will they ever 

trust you? 

4. You’re not always right. ​Eat a little dose of humble pie and admit you don’t have 

all the answers. I was a big fan of Gordon Ramsey’s show Kitchen Nightmares. It would 

always amaze me how these self-righteous owners were convinced they could do no wrong. 

They believed they had the perfect food. They would blame their staff or the customers for 

their problems. Tell me this then. How is that working out for you? If everything is perfect, 

then where are the repeat customers? Why isn’t the money rolling in? Why are you on the 

verge of collapse? Maybe everyone else isn’t the problem. 

 

 

 

For more information, visit www.thecsrevolution.com 

 


