
1



���������	
�	����
�
��

2CXPA Best Practice Visit, February 2014

Who comes 
first in your 

organization?

Shareholders

Customers

Employees

What comes 
first in your 

organization?

Operations

Products

Service
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Disciplines: What comes first

Operational 
Focused

Product
Leadership

Customer 
Driven

Shareholders

Customers

Employees
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���������������� Drive business performance by putting 
PEOPLE FIRST and having an obsessive focus on having talented people who 
are inspired to deliver great results

• Talent: having great people 
is the ultimate competitive 
advantage.  

• Caring: sincere concern    
for people’s wellbeing 
creates loyalty, increases 
retention, and it’s just the 
right thing to do.  

• Focus: concentration on 
‘people’ as a key part of our 
business strategy positions 
us for success.  

• Leadership: great leaders 
create engagement among 
associates who in turn 
deliver extraordinary results.  
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Leadership Styles

Directive 

Visionary

Affiliative

Participative

Pacesetting 

Coaching 
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Six Core 
Competencies
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View video at http://www.youtube.com/watch?v=8B3m5iTBArI 
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Boot 
Camp

Boost 
Camp

Boot 
Camp
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Systems for Listening to Associates

Annual People Opinion Surveys

Annual Action Plans

Ask Tom Emails
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Communication

• Customer service scores 
(NPS) are:
– drilled down to the 

individual level 
– shared in real time
– socialized

• Best practices are:
– readily shared, e.g., 

Greatness in Action stories

An example of a Safelite shop with NPS 
scores and other KPIs posted weekly
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Celebration

• Recognition is:
– highly visible
– frequent
– aligned with expected 

behaviors

Example of a Safelite awards gala
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•

• Core Competencies = Wall of Fame

• People Powered = People Powered 
Leadership Award

• Customer Driven = Excellence in 
Service & Belron Everyday Heroes

• Technician Quality = Best of Belron 
Competition
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View video at http://www.youtube.com/watch?v=TYc4BPq0b6U&feature=c4-
overview&list=UU2RCJl5ATR1E3KTHt1BS8iQ 
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Technician Pledge:

17CXPA Best Practice Visit, February 2014



,����$�!!"�.%���'+���
����/�0���


18CXPA Best Practice Visit, February 2014

View video at http://www.youtube.com/watch?v=wVbFop7S0JU



� Always being there
� Knowing who to expect
� The best replacement technology
� Stronger repairs
� The industry’s only nationwide lifetime 

guarantee
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2011 Runner-up

Always being there…
• Online Resource Library
• Seasonal, Part-Time Positions
• Specialized Training
• Bi-lingual Speakers
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Website / Customer Portal Apps
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Current Device: Samsung Galaxy Note® II 
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Home 
Screen

Work Order 
Summary Start Job

Update a 
Job

Payment / 
Closing

Convenience Security Quality



Knowing who to 
expect…
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• Simple, straight 
forward

• Tough, high standard
• Unforgiving measure
• Easy to understand
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NPS SCALE
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����� Achieve extraordinary results by looking at 
our business through the eyes of the customer; making it easy for them 
to do business with us and ensuring their experience is memorable. 

• Create:
Implement solutions for 
customers that 
differentiate us from our 
competitors making us 
the “Natural Choice.” 

� ��������
Create loyal customers 
that will become brand 
advocates and our super 
promoters.

� 	
��
�
Deploy resources where 
they deliver the greatest 
mutual business value.

• Listen:
Seek to understand 
customer pain points and 
learn through their 
experiences. 
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Text Analytics
Add topics, cross-related items

Data Modeling
Explore predictive 
analytics

Pulse Surveys
Expand surveys

Panel Group
Review designs for Web/Mobile

VOC-Customer 
Hub
Customers, Associates, 
Competition, Local
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Current Focused Channels Future Omni-Channel
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View video at http://www.youtube.com/watch?v=lbsyEMtUGEk 
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BlogSafelite.com

Twitter @Safelite
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