CUSTOMER PILLARS 9 SESSION COURSE
INSTRUCTOR’S GUIDE
THIS DOCUMENT IS UNDER CONSTRUCTION!!!
It has been posted so you can benefit from what has already been completed. It is NOT polished or complete, but it will help you with putting together your extended CUSTOMER PILLARS course. If you have questions, do not hesitate to contact Curt Clinkinbeard at curt@strivecoaching.com or call 785-554-3050.
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Suggested Class Format
The suggested class format is to offer nine classes over a time period that you determine. This has the group meeting one time per session. You can evaluate the frequency of the program. One session per week may feel a little rushed. One session per month makes the course a 9 month program. Once every other week is probably ideal, though any of the suggested time frames would work.  

Suggested class time is three hours. The course can be offered for breakfast meetings, over lunch, in the afternoon, or in the evening at your discretion and based on the time availability of the clients you serve.
You have permission to vary the class format. If you would like to offer one class every two sessions (or even one per month), this is not a problem. Similarly, if you would like to modify the class length, this is fine as well. Classes could be shortened to 2 hours or lengthened to a half or even a full day meeting. You have full permission to modify the PowerPoints to meet the format of your classes. 
If you vary the class format, be sure to update the course and promotional materials, as they are designed for a nine session course with 3 hour individual meetings. Additionally, be sure to send an email to the company after the course to provide some feedback on how you liked the varied format. 
For each class, a PowerPoint file is available for download (from the CUSTOMER PILLARS website). They each follow this general format:

· Welcome

· Celebrations

· PowerPoints (8 main points featured in each lesson)

· Group discussion

· Buddy time
· Guest speaker

· Next class

To prepare for each class, participants will read the chapter in CUSTOMER PILLARS book which is to be covered in that class, as well as completing 2 assigned exercises in the CUSTOMER PILLARS workbook and 1 -2 exercises on that pillar of their choice. 

· Celebrations


(15  minutes)

· PowerPoints


(30 minutes)

· Group Discussion


(45 minutes)



· Buddy Time


(30 minutes)

· Guest Speaker 


(30 minutes)

· Wrap Up – Next Session

(15 minutes)

Participants should individually join The FAMEE Foundation (there is no cost to become a member). They can access a free electronic copy of the CUSTOMER PILLARS book and workbook. They can also order printed copies of the book and workbook through a donation to the foundation. We also hope you will encourage your participants to consider becoming donors to the foundation – as this is how we support making such programs available at no cost. The FAMEE website has more information on this. 

Let’s take a look at each of the suggested segments of the training sessions.  
Celebrations


Start off each class asking the members of the group to share a celebration they have from the session before relating to the course material and growing their business. These should be kept to 30 seconds to one minute. Try to get everyone in the group to share and to provide a very supporting, encouraging environment for all participants. Ask everyone to “give yourselves a hand!”
Too often in business, we are very focused on the things that are NOT working and do not take enough time to recognize the things that are. These “celebration” times allow us to do this. 

PowerPoints 

In each class, we will highlight eight “POWERPOINTS” from the reading material. While the chapters cover many other things, these key points are the knowledge points we want to ensure our clients walk away with. This helps participants summarize the key learning areas.
This section can be combined with the group discussion section below. In other words, the facilitator can briefly go over the main points of the topic, but then open it up for discussion of the group (see below).
Group Discussion




It has been mentioned before and will be mentioned many other times again, but the goal of this class is not to lecture on the material. For one, this is boring. For two, it does not create as much value for the participants.
Group discussions are designed to get the participants in the group to discuss the CUSTOMER PILLARS concepts in the context of their own business. We want them to PERSONALIZE the material. This will help them connect with the material in a way that impacts them directly. 

Additionally, group discussions help members of the group hear about how the CUSTOMER PILLARS concepts impact other businesses in the group. This is a huge part of the learning process. If the concepts are looked at only through the lens of one business (their own) they may have only a partial understanding of the underlying concept. By seeing the concepts alive in multiple business settings, the group members gain a deeper, more comprehensive understanding of the concepts. 

Buddy Time



Group participants should be teamed with a buddy. This way every member has another person in the group to discuss the material with. It is suggested you change the buddies up in the middle of the course. You can do this through assignment OR you can let the group members decide, however, you should attempt to pair people with very different business interests. 
The buddies will have some time to meet and discuss during the class time. However, we would also suggest the buddies connect with each other one time between class sessions. This way they can help keep each other on task and have another person to compare notes and brainstorm with. 

Guest Speaker 


Depending on the length of your classes, you can include this feature to varying time lengths. In the 3 hour version, we are allotting 15-20 minutes for a guest speaker. Select a successful business person from within the business community to come in to the class setting to discuss their own personal experiences with the concepts around the pillars. 
We would suggest either having the speaker read the chapter in the book the group will be discussing, OR having them read the free worksheet (in the DOWNLOADABLE TOOLS section of the FAMEE website) which lists and gives a brief overview of each of the CUSTOMER PILLARS.
We also suggest the facilitator be prepared to ask the guest speaker questions about their business from the given pillar. The biggest challenge with guest speakers is that they likely will not be familiar with the different pillars and the organization of the material. Guide them through how they can assist the group and help keep them on the topic of the existing pillar. 

Wrap Up – Next Session
Success in the class really hinges on people doing the homework between each class. The value to participants, not only to themselves, but to their contribution to the group, is greatly diminished if they do not do the work between the classes. Strong preparation and group participation is really when the magic occurs. The homework is also when they actually implement the concepts in their business. 

Be sure to cover their next assignments so participants leave each class with a very clear indication of the homework they are to do before the next meeting. 

Better Facilitation Skills

Probably the most important thing you need to know about leading a CUSTOMER PILLARS 9 – Session class is that you need to be a FACILITOR, not necessarily an expert lecturer. The goal is NOT for you do spend a lot of time talking about the pillars, but to get the group engaged in a discussion around the points. 
Besides the significantly benefits to participants (better learning, more engaged, more ownership of learning results, better implementation, brainstorming, peer coaching, etc), it also significantly reduces the burden on the leader. You do NOT need to be an EXPERT at the material, to help participants engage in dialogue.

The goal will be that participants do their homework between classes (read the chapter and do the assigned workbook exercises) then engage in a directed group discussion. You can direct the discussions, but for the most part, the goal is to have engaged individuals interacting around course material, not so much one expert sharing their own perspective.
· Key facilitation skills

· The dig deeper method

· Top 10 reasons

· Key mistakes to watch for with clients

· Group should do most of the talking except for during the PowerPoint 

· 20 Questions to get the group talking (probing)

· Getting the un-involved involved

· Shutting up the over-involved

· The group is teaching itself – you are guiding – the materials are the lecturer - don’t put the burden on yourself that you have to be the creator of the presentation OR the expert, YOU DON’T!!!

· This is as much a GROUP COACHING exercise as it is a course

· Key Coaching Skills

· How coaching is different than consulting

· Questioning

· Challenging

· Motivational 

· Encouraging

· Believes in the client

Understanding The CUSTOMER PILLARS System
As mentioned above, to be successful at leading a CUSTOMER PILLARS class, you are better served to facilitate discussions among participants versus being an expert lecturer with the CUSTOMER PILLARS materials. 
Having said that, however, you should be familiar with the material and comfortable discussing it. Here are some suggested opportunities to learn about the CUSTOMER PILLARS material:

· Read the book and workbook – a great suggestion is to read the book and look at the exercises with each associated pillar BEFORE the start of the class. Then go back and REREAD the materials along with the class. You will gain a great deal going through the book and second time and this will keep it fresh in your mind. 

· Review the PowerPoint files for each class – BE SURE TO READ THE NOTES ASSOCIATED WITH EACH SLIDE. There is a lot of guidance in the notes for these slides – we would suggest PRINTING the powpoints in notes view (1 slide and its notes per page) to assist you with directing the class

· Go through the class as if you are a participant – do the assignments for your organization or for your business associated with doing these classes – if you can look at the material through direct application in addition to just as a teacher, you will know it better.

· Do one-to-one consulting with the CUSTOMER PILLARS book and workbook – start to see how people respond to the material – guide them through it in an individual format – this will help you translate it to the group setting.

Instructor Prep – Each Session
· Read chapter in book (twice)

· Read exercises in workbook

· Do some of the exercises yourself (be prepared to discuss)

· Work with the pillar in a client setting

· Read the PowerPoint with the instructor notes

Course Management

Registration
Taking roll

Grading participation

Between class follow up

Promotional Suggestions

A guide to promoting your HYERGROW sessions
Follow the pillars yourself

Tools (see below)

Linkers

· chambers

· banks

Referral discounts

Promotional Tools

The following tools can be downloaded from the CUSTOMER PILLARS website
Promo Items

· Website

· Half page brochure

· BW Flyer

· Client letter

· Press release

· Postcard

You will need to download these files and modify them with your specifics (class dates and times, location, cost, etc)

Class By Class – Session 1

We cover the intro chapter in this session. We also spend a fair amount of time laying the foundation for the course. We want to explain the format and what is expected of every participant
BEFORE CLASS

· Complete application for the course

· Read Chapter 1 – Book (can do this online)

· Read Workbook intro
· 2 Workbook Exercises –  pp 5-14  and p 18-19

· 1 or 2 Other Workbook Exercise (your choice, be prepared to discuss)
CLASS

· Welcome – Our goals for You

· Welcome – Your goals for the program

· Celebrations - Explanation

· PowerPoints – Intro
1. Have Specific Growth Goals

2. Own the Responsibility for Your Growth

3. The System is Based Around Nine Natural Pillars
4. These Pillars Have a Huge Impact on a Company 
5. Excellent Execution of the Basics 
6. Ideas from Other Industries

7. The Growth Efficiency Ratio

8. Develop a Growth Mindset

· Buddy Up – Pre-assigned Buddy Coaches / Partner (get to know each other)

· Buddy Time – Explain how to be a great buddy coach 
· Group Discussion

· Next session
Class By Class – Session 2

We cover pillar 1 in this session. Here is a brief explanation of this pillar:
PILLAR 1: Focus on Growth Customers

The growth of a business is dependent on the customers who purchase from it. Growth eventually comes down to the ability to grow profitable relationships with customers. Studying them, segmenting them into specific groups, and learning about their motivations, needs, and fears is an important step. Placing an emphasis here, not just as the leader but within the whole organization, leads to an important customer-orientation. A company grows by profitably serving customers. Know them!

BEFORE CLASS

· Read Pillar 1 – Book

· 2 Workbook Exercises –  pp 25 and pp 26

· 1 or 2 Other Workbook Exercises (your choice, be prepared to discuss)
CLASS

· Celebrations

· PowerPoints – Pillar 1
1. Segment Your Customer Base

2. Retain & Grow Current Customers

3. Reactivate Previous Customers

4. Incorporate New Customer Strategies

5. Root Emotional Drivers

6. Studying Customer Fears

7. Warranties & Guarantees

8. Make it an Organizational Focus

· Group Discussion


· Buddy Time

· Guest Speaker 
· Wrap Up – Next Session
Class By Class – Session 3

We cover pillar 2 in this session. Here is a brief explanation of this pillar:

PILLAR 2: Maximize Value Incrementally

Customers enter into transactions with your company not because of what you are selling, but based on what they think they will get out of it. This pillar suggests a change of emphasis away from products and services to an emphasis on creating real value for your customers and continuing to improve. There are multiple ways to do this including innovation, value added, bundling and packaging, and intellectual property. To receive, you often have to give first.   

BEFORE CLASS

· Read Pillar 2 – Book

· 2 Workbook Exercises –  pp 53 and pp 55
· 1 or 2 Other Workbook Exercises (your choice, be prepared to discuss)
CLASS

· Celebrations

· PowerPoint – Pillar 2
1. Shift to Value

2. Quality

3. Value Added

4. Bundling

5. Packaging

6. Innovation

7. Intellectual Property

8. Continuous Improvement

· Group Discussion

· Buddy Time

· Guest Speaker 

· Wrap Up – Next Session
Class By Class – Session 4

We cover pillar 3 in this session. Here is a brief explanation of this pillar:

PILLAR 3: Refine to Perfect Pricing

How you price your products or services has a significant impact on business success from several perspectives. It impacts the way customers view your company and also significantly drives the financial performance of the company as a whole. Pricing is a complex activity and should be looked at from several perspectives (cost driven, competitive analysis, image impact, and others) as a starting point, but should also be revised and updated based on market feedback. Developing the right pricing approach is an ongoing activity in successful companies. 

BEFORE CLASS

· Read Pillar 3 - Book

· 2 Workbook Exercises –  pp 77 and pp 79

· 1 or 2 Other Workbook Exercises (your choice, be prepared to discuss)
CLASS

· Celebrations

· PowerPoints – Pillar 3
1. Use Multiple Methods of Pricing 

2. Manage Your Margins

3. Study the Competitive Market for Pricing

4. Pricing Should Support Your Desired Image

5. Study the Volume Impact of Pricing

6. Win Even When Your Not the Cheapest

7. Avoid the Practice of Discounting

8. Use FREE strategies

· Group Discussion

· Buddy Time

· Guest Speaker 

· Wrap Up – Next Session
Class By Class – Session 5

We cover pillar 4 in this session. Here is a brief explanation of this pillar:

PILLAR 4: Formulate Productive Linking Relationships

In many businesses, there are significant people and organizations that “link” customers to your company. This can be as informal as a casual referral from an existing customer to as complex as a multifaceted approach to distribution. Generating positive word of mouth advertising should be the goal of any company, but should not be just left to chance. The company should take proactive steps to ensure these various types of linking relationships are constructed to facilitate significant forward momentum for business. Who is important to link you to your end customers?

BEFORE CLASS

· Read Pillar 4 – Book

· 2 Workbook Exercises –  pp 99 and pp 101
· 1 or 2 Other Workbook Exercise (your choice, be prepared to discuss)
CLASS

· Celebrations

· PowerPoints – Pillar 4
1. Study the Different Types of Linkers

2. Be More Proactive About Referrals & WOMA

3. Create More Value for Linkers

4. Communicate with Linkers

5. Make it Really Easy to Refer to You

6. Better Manage Your Approach to Distribution

7. Seek Strategic Alliances / Marketing Partnerships

8. Leverage into Key Influencers

· Buddy Time

· Group Discussion

· Guest Speaker 

· Wrap Up – Next Session

Class By Class – Session 6

We cover pillar 5 in this session. Here is a brief explanation of this pillar:

PILLAR 5: Sharpen Your Competitive Edge

Is your industry more or less competitive than it was 5 years ago? In most instances, a company operates in a very competitive environment. This is particularly true when you expand the notion of competitors to also include indirect and “do nothing” competitive elements. Helping your customer answer the question “Why you over the other options?” is an important part of CUSTOMER PILLARSing a business. Having a competitive edge is not an “all or nothing” thing and you should focus on ways to continually improve its strength. 

BEFORE CLASS

· Read Pillar 5 – Book

· 2 Workbook Exercises –  pp 134 and p 153
· 1 or 2 Other Workbook Exercise (your choice, be prepared to discuss)
CLASS

· Celebrations

· PowerPoint – Pillar 5
1. Study Your Competitors

2. Search for Ways to Collect Competitive Information

3. Determine Your Position in the Market

4. asfdasdfasdfasdfasdf

5. asdfasdfasdfasdf

6. Boil Your Edge Down to a USP

7. Use the Competitive Edge Worksheet

8. Find Ways to Increase the Strength of Your Edge

· Switch Buddies – Get a new buddy coach

· Buddy Time

· Group Discussion

· Guest Speaker 

· Wrap Up – Next Session
Class By Class – Session 7

We cover pillar 6 in this session. Here is a brief explanation of this pillar:

PILLAR 6: Connect Powerfully With Customers

What if customer do not know about you or do not fully understand all the wonderful things you have to offer them? That’s not a theoretical situation, its reality! What you do to communicate and make lasting relationships with customers will significantly impact your revenue levels. Customer communications is a broad area that includes selling, branding, advertising, public relations, and numerous other ways your company communicates with customers. Being conscious about the messages your share, how you deliver them, and how to measure your success is vitally important. No one buys from you if they don’t know you exist! 

BEFORE CLASS

· Read Pillar 6 – Book

· 2 Workbook Exercises –  pp 182 and pp 206
· 1 or 2 Other Workbook Exercises (your choice, be prepared to discuss)
CLASS

· Celebrations

· PowerPoints – Pillar 6
1. Set Goals for Your Customer Communications

2. Use the M-Cubed Method 

3. Study Common Marketing Messages

4. Use the 22-Point Message Development Checklist

5. Study Common Methods for Delivery

6. Focus on Free and Low-Cost First

7. Develop a Frequency Based Sequence of Communications

8. Create Value with Your Communications

· Buddy Time

· Group Discussion

· Guest Speaker 
· Wrap Up – Next Session


Class By Class – Session 8

We cover pillars 7 and 8 in this session. Here are brief explanations of these pillars:

PILLAR 7: Manage Expectations Brilliantly

Customers only give your company their hard earned money if they have an expectation that they will be getting something very positive in return. These expectations, coupled with the customer’s perception of how you performed in relation to them, determine if the customer leaves the transaction happy. Thus, it also determines if they will be back, become loyal fans of your business, and if they will tell their friends positive things about you. Your image, and ultimately the longevity of your business, is determined by a successful approach to managing expectations such that customers are satisfied with your company. 

PILLAR 8: Learn From The Market

Growing a company is no easy task. If you talk to the most successful companies, they will tell you they have made and learned from many mistakes along the way. Studying your successes and failures, the market, and how it reacts to your company is an important part of the evolution of a company. Being successful is not about sitting down, being real smart, and figuring it out all at once. It just doesn’t work that way. There’s an element of experimentation and the faster you can learn, the faster you will meet your objectives. Take a humble student and serious learning approach to running your business. 

BEFORE CLASS

· Read Pillars 7 and 8 – Book  (Note: two chapter reading assignment)

· 2 Workbook Exercises –  pp 235-236 and pp 285
· 1 of 2 Other Workbook Exercises (your choice, be prepared to discuss)
CLASS

· Celebrations

· PowerPoints – Pillars 7 and 8
1. Know the advantages and disadvantages – this is important

2. Study the 5 step process

3. Understand & exceed – create a WOW! 

4. Create an experience

5. Post purchase follow up

6. Adopt a humble student approach

7. Know the key questions

8. Identify different ways to find answers

· Buddy Time

· Group Discussion

· Guest Speaker 

· Wrap Up – Next Session
(15 minutes)

Class By Class – Session 9

We cover pillar 9 in this session. Here is a brief explanation of this pillar:

PILLAR 9: Practice Coordinated Growth Planning

These pillars do not operate independent of each other. They all work together to determine how a company grows. Planning how to integrate the various components of these pillars is important. But it doesn’t stop there: the approach to customer / revenues development must be coordinated with many other elements in the business to ensure that some of the common pitfalls of growth are avoided. Additionally, “big picture” strategic plans must be boiled down into tactical, “things to do” lists so that big ideas can be implemented and actually realized. True, success is sometimes an accident, but planning helps put you in a better position to capitalize on the opportunities that do come your way. Don’t leave growing to chance!

BEFORE CLASS

· Read Pillar 9 - Book

· 2 Workbook Exercises –  pp 312 and p 319

· 1 or 2 Other Workbook Exercise (your choice, be prepared to discuss)
CLASS

· Celebrations

· PowerPoints – Pillar 9 and  Wrap Up
1. Coordination of 1000 variables – success is in the details

2. Get it on to paper- be specific, organize it, break it down

3. Look at multiple time periods

4. Understand how growth impacts other functions

5. Know the pitfalls of growth

6. Congratulations – You have covered a lot!

7. This is a lifetime process

8. Challenge yourself to continuous improvement – Ongoing resources

· Buddy Time

· Group Discussion

· What’s Next?

· Celebration / Certificates

