The toflgh get gomg when times get
tough because they are feisty—a never-
say-die resilience; a manifestation of
spirit, passion and determination; the
source of initiative, drive and growth.
It turns indifferent service people into
joy carriers. It puts a smile on your
face and a skip in your step. It makes
you boldly stand up, not hunker down.

What Customers Need

Customers have zero patience for
traumatized employees. They want
increasing value for their diminishing
dollar. They expect responsiveness, not
rigidity, from those who serve them.
They expect motivation, not movement,
and require responsibility and interest,
not resistance and indifference.

1. Customers need “singers” (feisty
people who are joyful). You can “feel”
“singers” emotionally long before they
shake your hand. Their enthusiasm is
contagious; their style and spirit meet
you before they do. You notice their
glowing Steinway smile—like they just
encountered a long-lost friend. You then
notice their gait—a person extremely
eager to connect and raring to serve.
You witness how their gusto infects
everyone within earshot with the grins.

Singers make customers feel confi-
dent about the parts of the service
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innovative ways to enable
employees to discover, share and con-
nect through social media technolo-
gies. The success we've delivered to
employees is something we are will-

gn]jne social media where Cl(;ntent can
be consumed anytime on PCs and
mobile devices.

2. Social Network. Stay connected by
sharing knowledge. Take advantage of

ing to share. We believe
that with challenges come
opportunities. Leaders who
maintain a long-term per-
spective even as they take
short-term steps to adjust to
realities can focus on the

the mind-share you've invest-
ed: Let’s talk and learn from
each other before we seek out-
side resources.

3. Viral Learning. It is inex-
pensive to get people’s atten-
tion with web 2.0 tools like

right priorities and ensure twitter, blogs, and podcasts to

that they have the right spark viral learning. You can

human and technology organically create potential for

resources to achieve the right goals. exponential growth in the message’s
Technology innovations are enabling  exposure and influence.

us to build information systems that
are more flexible and cost-effective and
that enable people to respond to chang-
ing conditions with greater insight and
speed. The right enterprise software
helps you understand how people work.
It's what we call people-ready software.
A corporate university can better
take you from the “big black binder”
way of learning to a learning 2.0 envi-
ronment. Ask yourself: How can we
increase productivity and mindshare?
How can we deliver knowledge on
demand for faster learning? How can
we save time and cost via mobile learn-
ing? How can we enable employees to

Consider: How do you get people
to become contributors, as well as con-
sumers of learning content? Why em-
brace new ways of learning? How can
having deeper customer-driven dis-
cussions impact your daily activities?

We've enabled employees to adopt
and embrace our innovative social media
platform as a way to discover, share
and connect with each other. And we
can share best practices to jumpstart
your learning 2.0 adventure. SSE
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ACTION: Jumpstart your learning initiatives.
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