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7. Walk the Walk
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Amazement Brainstorm Worksheets
Reading the Amazement Revolution without implementation is procrastination.
-- Shep Hyken
On the following pages, you will find tools that you can use to put into action
what you’ve learned from the book. If you were to hire one of my facilitators/
trainers to conduct a customer service workshop, you would get these types of
questions and exercises from them to help you start your own Amazement Revolution.
I call these exercises Amazement Brainstorms. Each one is a series of questions designed as “thought starters” to get your mind working on implementing
each of the strategies in this book.
If you are working by yourself, simply reflect and make some notes in response to the questions. If you are working with a “study buddy” or in a group
setting, start by working through the exercises on your own and then team up
with your companions (up to four people) to compare responses and discuss
your answers, thoughts, and ideas.
Take your time doing this. You can easily spend an entire day working through
these worksheets. Most organizations I work with find they can benefit from
spending several hours on just one of these exercises.
You’ll get tremendous benefit out of these brainstorming exercises, even if
you are working on your own, but if you are able to work with someone else or in
a group setting, you will have an even greater advantage. There is a synergy that
comes along with working with other people that allows a group to produce a
result that is greater than the sum of its parts. Working by yourself, you may
come up with three good ideas. Someone else working on the same question
might come up with three totally different good ideas. For some reason, if you
then combined your six total ideas and started talking about them, you might find
that you don’t have just six ideas, but several more than either of you had thought
of—just as a result of engaging in the conversation. That’s the principle of synergy at work. The very process of engaging in this kind of conversation is key to
starting your Amazement Revolution.
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DIRECTIONS
All of these Amazement Brainstorm exercises work the same way. First, you
will choose the Amazement Strategy that you want to work on. Then you will go
through what I call a thought starter. This is a series of questions that starts you
thinking about how to implement the strategies. If you are working on your own,
just take your time going through the questions and exercises. If you are working
with another person or a group of people, note that the suggested times are minimums.
The following directions are for groups of two or more people only: Once you
have completed your thought starter, you will move on to a monologue in which
you will have five minutes to share your answers with the group. You will then
engage in a dialogue, which is a conversation about how the ideas you’ve discussed might be implemented at your organization. Finally, you will report out,
which means that you will share your ideas, either with other groups that may be
going through the same exercise or with other people in your organization who can
help you implement the great idea(s) you’ve come up with.
You don’t have to work on all seven Amazement Strategies at once. As a
matter of fact, you may choose to work on just one or two of the strategies that
you consider most relevant to your particular company or to your own job responsibility. For example, if you don’t hire people as part of your job, you may not
want to do the brainstorm for hiring.
Your goal should be to walk away from each Amazement Brainstorm with at
least one great idea to implement. If you do that, your financial investment in this
book and the time you took to read and work through these exercises will be repaid
exponentially!
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The Format

Thought Starter (ten minutes):
•

Work through the questions in the thought starters on your own.

Monologue (five minutes each):
•

After writing down your answers to the thought starter, each person will have five minutes to
share his or her answers. One person will do most of the talking (if not all) while the others
listen.

Dialogue (ten minutes or more):
•

After each person has shared their answers, have a conversation about how you could implement
these into your organization.

Report Out (five minutes minimum per group, which includes discussion):
•

If you are in a larger group setting and have broken into smaller groups of two to four people,
take the time to hear the other groups’ answers.

•

If you are working independently or as part of a single group, report out your ideas to someone
else in the organization who can implement them.
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Membership Brainstorm
Thought Starter
Think of a time you went to a private club, either as a member or guest. (If you have never been to
a private club, imagine what it would be like to do so.) Make a list of answers to the following
questions:
What did you notice that was special?

How were you treated?

What did you get from a club that you wouldn’t get from a typical business?

What “extras” did you get that would make you want to do business or stay in contact with this
organization?

Conversation: Share your answers with up to four people. Take up to five minutes for each person.
Then take at least ten minutes to brainstorm how to adapt any of these ideas into your organization.
Question: If you could only implement one idea about membership, what would it be?

Report Out: If there are other groups participating in the same session, take the time for each group
to share their answers and thoughts. Each group will close their presentation with their one implementable idea.
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Serious FUN Brainstorm
Thought Starter
What are the benefits and advantages of working at your organization?

Why would someone want to leave?

What extra perk(s) could you offer or would you like to see offered?

What’s the one thing your employees appreciate about your organization more than anything?

What are the reasons people choose to work here?

What could make working for you even better?

Conversation: Share your answers with up to four people. Take up to five minutes for each person.
Then take at least ten minutes to brainstorm how to bring any of these ideas into your organization.
Question : If you could only implement one FUN idea in your organization, what would it be?

Report Out: If there are other groups participating in the same session, take the time for each group
to share their answers and thoughts. Each group will close their presentation with their one implementable idea.
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Partnership Brainstorm
Thought Starter
Answer the question, “Why should someone do business with us instead of the competition?”

Do any of your customers consider you a “partner”? If so, why?

What’s the biggest problem you have ever solved for a customer? This is not a complaint, but an issue
or opportunity that made the customer think you were the best at what you do.

What do you do to build confidence with your customers?

Conversation: Share your answers with up to four people. Take up to five minutes for each person.
Then take at least ten minutes to brainstorm how to bring any of these ideas into your organization.
Question: If you could only implement one idea to create a partnership with your customers, what
would it be?

Report Out: If there are other groups participating in the same session, take the time for each group
to share their answers and thoughts. Each group will close their presentation with their one implementable idea.
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Hire Right Brainstorm
Thought Starter
What are your organization’s core values?

What single question could you ask a job applicant to find out whether he or she is a good fit for
your organization?

What other tactics can you use during the interview process to determine whether the applicant is a
good fit for your organization’s culture?

Are you hiring for skill first or for attitude first?

Conversation: Share your answers with up to four people. Take up to five minutes for each
person. Then take at least ten minutes to brainstorm how to bring any of these ideas into your
organization.
Answer This Question: If you could only implement one idea about hiring, what would it be?

Report Out: If there are other groups participating in the same session, take the time for each group
to share their answers and thoughts. Each group will close their presentation with their one implementable idea.
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After-Experience Brainstorm
Thought Starter
Think of a time you received a thank-you note or a gift of appreciation. How did it make you feel?

What could you give your customers that would be unexpected, appreciated, and memorable? If it is
a gift, what would it be? If it is a gesture or a point of contact, what would it be?

Conversation: Share your answers with up to four people. Take up to five minutes for each person.
Then take at least ten minutes to brainstorm how to bring any of these ideas into your organization.
Question: If you could only implement one idea about the after-experience, what would it be?

Report Out: If there are other groups participating in the same session, take the time for each group
to share their answers and thoughts. Each group will close their presentation with their one implementable idea.
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Community Brainstorm
Thought Starter
Are you part of a users group or forum outside your workplace? If so, what do you get out of being
a part of that group? (If you haven’t participated in such a group, just go on to the next question.)

What could you do to bring your customers together in such a group?

What forum could you create to get better customer feedback and more ideas for improvement?

If a customer has a suggestion, do you have a system in place to give the idea consideration—or even
implementation?

What forum could you create to get feedback that is specific to the product or service you sell? This
is not about customer service, but the actual product or service delivered. (See the Harley-Davidson
example in the chapter on Community.)

Conversation: Share your answers with up to four people. Take up to five minutes for each
person.Then take at least ten minutes to brainstorm how to bring any of these ideas into your
organization.
Question: If you could only implement one idea about building a community, what would it be?

Report Out: If there are other groups participating in the same session, take the time for each group
to share their answers and thoughts. Each group will close their presentation with their one implementable idea.

Copyright© 2011 – Shep Hyken – www.AmazementRevolution.com

Walk the Walk Brainstorm
NOTE: This is a much bigger topic than the other sixAmazement Brainstorms.You could potentially spend
hours—or even days—answering the following questions about how your organization can walk the walk.
Thought Starter (Twenty minutes minimum)
What do you stand for as an individual?

What does your organization stand for?

How do your values and your personality match up with your organization’s?

What are your organization’s core committable values? (Core committable values are values you would
hire and fire for. See the Zappos example in Walk the Walk chapter.)

On a scale of one to ten, with ten being best, how well would you say you are in alignment with those values?

On a scale of one to ten, with ten being best, how well would you say your organization is in alignment with those values?

Conversation: Share your answers with up to four people. Take up to five minutes for each person.
Now take at least ten minutes to brainstorm how to bring any of these ideas into your organization.
Question: If you could only implement one idea to walk the walk, what would it be?

Report Out: If there are other groups participating in the same session, take the time for each group to
share their answers and thoughts. Each group will close their presentation with their one implementable idea.
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relationships with their customers and employees. His articles
have been read in hundreds of publications, and he is the author
of Moments of Magic®, The Loyal Customer and the Wall
Street Journal and USA Today best seller The Cult of the
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(CPAE, or the Council of Peers Award for Excellence, is the
National Speakers Association’s Speaker Hall of
Fame award for lifetime achievement in the area platform/
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Certified Speaking Professionals and is awarded to
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It’s Coming!

The Amazement Revolution
Seven Customer Service Strategies to
Amazing Customer (and Employee)
Experiences

Pre-order the book today and receive valuable bonus gifts.
Your book will be shipped when it is released in April 2011.
Your gifts will be emailed at the time your order is placed.
Pre-orders receive free shipping. (US Orders Only. International Orders pay $10 postage/handling)
Go to www.AmazementRevolution/pre-order

The Amazement Revolution - 256 page hardcover book .........$24.95
In ths book you will learn seven customer service strategies to create an
amazing customer and employee experience. The strategies include 1)
Treating customers like members, 2) Serious FUN, 3) Creating a partnership with your customers, 4) Hiring right, 5) Delivering a memorable
"after-experience," 6) Creating community, 7) Walking the walk. The
strategies focus both on the customer as well as the culture of the
company, which drives the customer experience.
Moments of Magic - 158 page book....................................................... $12.95
This is a clearly written, easy-to-read, easy to understand guide to customer
service, and is for anyone in any job. Filled with information, techniques, and
stories, it will teach you and everyone in your organization to deliver excellent
service to your internal and outside customers. Over 100,000 sold!
The Loyal Customer - A Lesson From a Cab Driver - 64 page book....$8.95
In this short book/lesson you will learn the difference between a satisfied
customer and a loyal customer. Frank is a cab driver who knew that satisfied
customers might give him a nice tip, but loyal customers would call him every
time they needed a cab. Read this book and learn the secrets to creating
customer loyalty!
The Cult of the Customer - 256 page hardcover book............$21.95
In this book, Hyken shows how to design a strategy that leads both
customers and employees through five distinct cultural phases – from
"uncertainty" to "amazement." By presenting dozens of case studies
that show how great companies made this journey, Hyken identifies the
critical internal and external changes that allowed them to build a Cult
of the Customer – and shows how you can do it too. The Cult of the
Customer is your guide to creating a customer-focused culture that turns
satisfied customers into customer evangelists.
Moments of Magic™ 101 22 minute DVD with workbook..........$69.00
Shep Hyken talks directly to you about delivering excellent service that
leads to loyal relationships with your customers and clients. First you'll
learn about the Moments of Magic concept. You will then go to one of
Shep's live performances to experience the famous "Taxi Cab Story,"
which delivers valuable lessons in customer loyalty. Finally, there are six
specific strategies that include: The First Impression, Under Promise and
Over Deliver, The Satisfied Customer Is Not a Loyal Customer, The Customer Is Not Always Right, Loyalty Is About the Next Time - Every Time and
Appreciation. Also included are links to a PDF of the workbook.. (Contact us
for pricing on group training.)

The Amazement Revolution
Pre-Publication

SPECIAL PACKAGE!
The "Package" includes:
The Amazement Revolution book *
Cult of the Customer book
Moments of Magic™ book
The Loyal Cusotmer book
Moments of Magic™ 101 video DVD
Plus a one year subscription ($19.95 value) to
Shep Hyken’s Business Insights.

Normally priced at $157.75. Special
package price for just $79.95!
Just check this box...
* The Amazement Revolution will be mailed
separately once the book comes out - April
2011. The rest of your order will ship within
one business day.
Also available on line at
www.AmazementRevolution.com/special
The Amazement Revolution: Send _______ at $24.95...$________
Moments of Magic: Send _______ at $12.95...$________
The Loyal Customer: Send _______ at $8.95.....$________
The Cult of the Customer: Send _______ at $21.95...$________
Moments of Magic101: Send _______ at $69.00...$________

Special Package - Includes books and DVD: Send _______ at $79.95...$________
Missouri residents please add 6.825% tax.............$________
___________________________________________________
Name

* Shipping/handling (See below)...............$___7.00__
Total (US dollars).....$________

___________________________________________________
Email
* Additional $9.00 for International orders. (Total $16.00)
___________________________________________________
Company

Please call for quantity discounts.

___________________________________________________
Address

Just send in form with your check or credit card info. You
can also fax, call us or order online. Thank you!

___________________________________________________
City, State, Zip

Shep Hyken
Shepard Presentations, LLC
711 Old Ballas Rd., Suite 215
St. Louis, MO 63141
(314) 692-2200
FAX: (314) 692-2222
E Mail: shep@hyken.com
Web: www.hyken.com

___________________________________________________
Phone
_________________________________________
________
Credit Card Number: Please circle MC, Visa or AMX Exp. Date

To learn about our other products, in-house training and speaking programs, please visit: www.hyken.com

