
SaleS & Service 
client conference

a journey to excellence from the inside out
May 6–9 2013

Paris las vegas resort
3655 S Las Vegas Blvd 

Las Vegas, NV 89109



Join us on a journey through the Gallup 
Microeconomic Path. Build a foundation for 
sustainable performance that stretches from the 
inside of your organization out to the marketplace 
and your customers. Register now for this interactive 
conference that will help you learn how to build 
internal and external performance optimization. 
Problem solve and share best practices with your 
peers in collective sessions and breakout groups. 
Use practical metrics to improve your wallet share 
and positively influence those you serve!

Activate your organization for growth!

Who Should Attend
• Financial institution executives

• Senior managers (e.g., 
marketing, operations, 
HR/training, and regional 
managers)

• Other financial services 
professionals

ConferenCe SeSSionS
There will be a welcome 
reception on Monday, May 6, 
from 4:00—7:00 pm. Conference 
sessions will run from 8:00 am 
to 4:30 pm on Tuesday and 
Wednesday. Thursday’s session 
will run from 8:00a.m—12:00p.m.

Client interACtion
During the conference there are 
dedicated time slots for you to 
interact and learn from other 
conference attendees. You will 
have the opportunity to pick your 
topic of discussion.

RegistRation is due by MaRch 31, 2013 | seating is LiMited

Stock
Increase

Real Profit
Increase

Sustainable
Growth

Engaged
Customers

Performance Optimization™

Engaged
Employees

Great
Managers

The Right Fit

Identify
Strengths

a journey to excellence 
from the inside out

 ©2007 GallupPath Microeconomics: A behavioral  
economic model for organizations



Conference Sessions

Preparing Your 
organization to 
navigate the future
Taking Advantage of the 
Opportunities for Change

As a strategy for success, embark 
on the journey to leadership 
effectiveness. Help your employees 
to understand their accountability 
to themselves and to others. We will 
look at the application of the ten 
characteristics of personal leadership 
effectiveness. Examine how quickly 
your workforce can adapt to changes 
such as:
• Adjustments in organizational 

direction

• New compliance issues/mergers 
and acquisitions

• Marketplace changes/customer 
expectations

the future through the 
eye of the Customer/
Member 
Intercepting the Future

The world is changing faster than 
most organizations can keep 
up. Mobile wallets, smart phone 
apps, and other relatively recent 
developments are going to be 
mainstreamed shortly. At the same 
time, the face of customer interaction 
is changing.
• Prepare for technological 

advances

• Learn to provide excellent 
experiences to people you may 
never see

• Understand the expectations of 
customers across all channels

Converging talent and 
need in Your Workforce
Planning your Workforce  
for the Future

No area deserves more focused 
attention than your people. Surpass 
the traditional job progression 
practices to find the best person 
for each position. Build a strong 
sales culture with the foundation to 
sustain it. The Gallup Microeconomic 
Path calls for intentional recruitment 
planning with a focus on hiring the 
right fit and identifying a person’s 
strengths. 
• Plan for effectiveness in the short 

and long term

• Enhance your strategies to put the 
right person in the right job

• Identify potential gaps/strengths in 
your workforce

Building an 
organization for 
excellence
Internal Alignment

Does everyone in your organization 
understand your business? Do they 
understand their roles and how their 
interactions affect customer loyalty 
and financial results? Is contact 
from fellow employees seen as an 
interruption or an opportunity? 
• Move beyond strategic planning  

to execution

• Create synergy across the 
organization

• Deliver excellence to the end 
customer

the Journey to 
excellence
The Gallup Microeconomic Path

Financial institutions are on a   
mission to align the goals of their 
organization through their employees 
and customers. Why? Because 
organizations are expected to achieve 
results. The keynote speech will 
feature the Gallup Microeconomic 
Path and form the framework for 
the conference. This model for 
performance optimization will align 
the internal organization to engage 
customers and to accelerate growth 
in the marketplace. 
Understand how to...
• Develop great managers

• Cultivate engaged employees

• Create engaged customers/
members

• Achieve sustainable growth
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If you have any questions or want more information, contact Ed Blankenship, VP of Sales at
800.444.5465, x109 or eblankenship@ServiceExperiences.com. We look forward to seeing you!

Beyond theory into Practice
Attracting Your Current Customers

80% of our customers have relationships at other financial 
institutions. Though it is more efficient to increase wallet 
share than to attract a new customer, we don’t make 
the headway that we should. Make it your mission to 
understand your customers more clearly.
• What are some of the financial services, measurement 

trends, and customer flashpoints?

• Become the primary financial institution for your customers.

• Build wallet share through customer interactions.

• Review case studies to learn how to improve product 
penetration.

Beyond Measuring Customer loyalty
Changing the Game Across Your Organization

Is your organization hanging its hat on 1 or 2 
measurements? Do you know what are the key drivers 
for repeated, retained, and referred customer business? 
You will be presented with a compelling story of one 
organization that sustains and strengthens relationships 
with customers across numerous contact channels with 
intentional, cross-functional initiatives.
• Get beyond measuring to understanding

• Align your organization for success

• Move from understanding to effective action
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Where Strategy Meets  
transformational Change
Getting Gallup Behavioral-Level Results for 
Sustained Profitability

Complete the final steps on the path of this inside-
out journey to sales & service excellence with an 
Organizational Assessment of readiness for Performance 
Optimization that leads to Sustained Profitability.
• In this final session we’ll be focusing on real  

result-taking actions that impact each functional area 
across your organization…it’s the game-changing 
realities guaranteed to transform your organization—
from the inside out! 
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Performance optimization
Engagement between Organizations and 
Customers through Strategy

How effective are you in creating synergy between your 
three key stakeholders: managers, employees, and 
customers? How do each of these three groups impact the 
success of the others? Learn how to measure success as 
you look at each of these groups:
• How do your managers transform their employees’ 

performance into ideal customer experiences?

• How does your team deliver your brand promise?

• What is the sales champion’s blueprint for success?
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