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The Big Problem!
Das Grosse Problemel

Konqgress

Shelle Rose Charvet
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ReFraming

“A Crisis Is a terrible thing to waste. ”

- Paul Romer, Stanford Economist

"There Is no such thing as bad weather,

only inappropriate clothing."
- Martin Hil's Mum (he’s VP of Marketing, Lawson)




ReFraming

Walit and see?
“You walt, it'll be too late.”

Do nothing?
“You snooze, you lose.”
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Customers are no longer customers.

They are our partners.
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The 2 Power Principles

Alles was Sie tun, Oh nein, schon

wieder ein Kunde!

wirkt sich auf die Geflhlslage
lhres Kunden aus.

WSE tellungen dndern, Ergebnis
dthmtrw hf

Alles was Sie tun,

hat Einfluss darauf, was lhr

Kunde Uber Ihre Organisation |
denkt.
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Prinzip des Entgegenkommens

Wann immer Sie Menschen
bewegen wollen, mit Ihnen
mitzugehen, mussen.

Glauben Sie nicht, dass die
L eute bereits dort sind, wo Sie
sie gerne hatten.

www.WordsThatChangeMinds.com



Motivation Triggers
and the
Great Customer Attitude Shift

LAB Profile®

www.WordsThatChangeMinds.com



External Internal

Influenced by outside Decides for themselves
people/factors

www.WordsThatChangeMinds.com



Motivation Shifts

The Old Days LAB Profile® Shift in Shift in The Challenge
Motivator Behaviour LAB Profile®
Motivator
Do what they | External Won’t do what | Internal Difficult to
are told (influenced by |You want; (decides for | Influence;
outside Insist on what | self) skeptical

factors) they want




Internal External

Decides for themselves Influenced by outside
people/factors

Use the Languge of Others will notice,
Suggestion results will show or

Command Language

www.WordsThatChangeMinds.com



Ut CIBC's _

Home Equity
Advantage®
o work

for YOU.

Apply now to savel




“Can my money
be secure and
still grow? “

It's worth

atalk.

Learn more
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http://www.cibc.com/ca/focus/fall-focus/solutions.html?WT.mc_id=FF08-120

When You'r
Find th
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" 97%
of the
Global

Fortune

500

Get Better Results
With Oracle
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You should go!
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Procedures Options

Wants to follow step Prefers many choices
by step process and alternatives

www.WordsThatChangeMinds.com
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http://rds.yahoo.com/_ylt=A9gnMimJw9VFPLUAQx.JzbkF;_ylu=X3oDMTBwZGxwOGs2BHBvcwMzBHNlYwNzcgR2dGlkA0kwMDFfNzA-/SIG=1gopmbg8v/EXP=1171723529/**http:/images.search.yahoo.com/search/images/view?back=http://images.search.yahoo.com/search/images?p=groucho+marx&fr=yfp-t-501&toggle=1&cop=mss&ei=UTF-8&vc=&fp_ip=DE&w=500&h=549&imgurl=blogs.ya.com/lascosasdedontonino/files/groucho.jpg&rurl=http://blogs.ya.com/lascosasdedontonino&size=21.4kB&name=groucho.jpg&p=groucho+marx&type=jpeg&no=3&tt=11,919&oid=6fcb0915a4956f50&ei=UTF-8

The Old
Days

Will follow
normal
process

Motivation Shifts

LAB Profile®

Motivator

Procedure
(follows a step

by step process)

Shift Iin
Behavior

Insist on
breaking the
rules,

want special
deal,
individualized
services

Shift in
LAB Profile®
Motivator

Options
(want
customization,
choices,
alternatives,
exceptions to
the rules

The
Challenge

Difficult to
cater to
individual
requests




Procedures Options

Prefers a step by step Prefers many choices
process

The right way, next What else, another way,

step, the procedure, alternatives, choices,
here’s how to.... possibilities
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The Great Divide

www.WordsThatChangeMinds.com
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My Bank
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What else?
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HusbandMotivator™

h

MOTIVATOR™
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=l H ; Sl et i Undelivered Mail Returned to Sender - Message (Plain Text)

File Message

= 1 Rules » Find
s [gnoe x _ﬁ J .;& E Metting 23 wbizand legal -, () To Manager a| & ? a% i)
B _ﬂ Team E-mail L.}. Reply & Delets ,'E Onehlote Related v
» Delete | Reply Reply Forward 3 v ave Mark Follow Translate
& ik Al GMOME Ty Create New 2 Actions ™ | Unread Up+ | - Select *
Delete Respond Quick Steps Mo Tags Fl Editing

© This message has been replied to of forwarded,
Extra line breaks in this message were removed,

I have send a question about Alain's mail pravider to the "mail server division" of my company ...
They said:
The mail server at revelstakepartners.com has two problems:

1. the reverse mapping ip onthis mail serveris not set correctly 2. the M field onthis mail serveris not set correctly The result is, that mails of this mail server are rejected
by our mail server posthote, hecause these twa misconfigurations can be a hint for spam.

Twa options for solving the problem:
- &lain talks with his provider to solve the problems in their mail server configuration
- our mail server posthate can allow mail from revelstokepartners.com with lower security (with the disadvantage, that spam send aver this mail server can "disturh" you ...

OFK, that's your chaice ...,
Regards,
wilhelm

A 29,01,2012 11:52, schrieh Shelle Rose Charyet:

= Hi willi,

= This is the person who cannat send me email at weongozi. 15 there
= anything we can dao?

= Shelle

=

0' See more about: Wilhelm Vortisch.

*3'"‘ IR |

=

)

Fram; ‘Wilhielm Yorkisch swe@vy-software de s Sent: Sun 1/29/2012 520 PM
To: Shelle Rose Charvet
[0
Subject: Re: Fit: Undelivered Mail Returned to Sender
Hi shelle,

» LT

"

Ascuracy
100 %

Shart Analysis | Mare Infa

The sender is aware of the things
they do not want, and what may be
going wrong that they want to
prevent, avoid or fix,

Talk about problerms or issues you
could prevent and fix. Show haw your
suggestions will stop negative
fansequences from occurring.

Recommend

www.WordsThatChangeMinds.com




Want More?

Go to:
www.shellescoolstuff.com

Tips on communication
Short Videos to show you how
Information, specials and events




LAB Profile® Consultant/Trainer
Certification

; Near Toronto
o | July 30 — Aug 10, 2012
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Learn from Experience!

used with permission
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