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Being a loved brand isn’t rocket 

science.  

You just have to be lovely.  

It’s simple but it’s not easy.



People don’t buy what you do, they buy 

why you do it.

……Simon Sinek





To make individuals and organisations happier 

and more fulfilled through a sense of collective 

purpose, so they engender trust, loyalty and 

advocacy from their customers



“What we sell is the ability for a 

43-year-old accountant to dress in 

black leather, ride through small towns 

and have people be afraid of him.”

……Harley Davidson







The Branded Customer Experience
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A company with a price advantage can be undercut.

 A company with a performance advantage can be 
outflanked. 

But a company with an emotional difference can 
potentially demand a premium forever.

        David Ogilvy



Customer Experience

• Product or service

• Process (how easy are you to do 

business with?)

• Channel (how easy are you to access?)

• Engagement (how did it feel?)







Engaged Employees

• Are happier and more fulfilled

• Have greater self-esteem irrespective of role or status in the 
organisation

• Have little or no absenteeism

• Enjoy working and collaborating with their colleagues who they see as 
a group of like-minded people

• Provide each other with an informal  support network which aids mental 
health and wellness

• Become self-appointed custodians of the organisation’s brand 
and will work hard to maintain and protect its reputation with 
customers

• Often make extra discretionary effort to ensure customers have 
a great outcome







What is Customer Engagement?

The experience delivered by the 

employees is so consistently good that 

the employees become the 

organisation or brand in the eyes of its 

customers



Success means never letting others 

define you.  

Instead you have to define yourself 

based on a point of view you care 

deeply about.



To Fly. To Serve



To Find Solutions

 

To Do Things Properly

 To Keep Promises

 

To Look The Part 

To Treat Everyone As Individuals





Virgin’s service comes from deep within.  It embraces and 

captures the best people, it empowers them with trust to 

respond at defining moments, it seduces you, it makes 

you laugh and challenges conventionality.

We make sure we keep it up day in and day out. 





Welcome, Wanted, 

Remembered, Cared For





A Great Place To Work
The Partnership’s ultimate purpose is the happiness of all 

its members, through their worthwhile and satisfying 

employment in a successful business.

A Great Place To Shop
The Partnership aims to deal honestly with its customers 

and secure their loyalty and trust by providing outstanding 

choice, value and service.

John Lewis



Hire For Attitude……

                 

                       Fire For Attitude



Do What You Think Is Right



Are Your People a Good Experience?





“The better any particular Partnership suits 

some people, the worse will it suit others.

The John Lewis Partnership was meant for 

people who need not only something to live 

by but something to live for.” 



Customer comment – tangible

• “It’s always the first place I go”

• “I shop here for everything”

• “Staff are continually helpful & have time 
for you”

• “It’s the only store where staff are 
knowledgeable”

• “Can get the same goods elsewhere but 
not the same level of service”





Customer comment – intangible

• “A certain atmosphere when you walk in”

• “JL is not just a shop - it’s like home!”

• “I’ve known you all my life”

• “Safe and comfortable”

• “I trust the store”

• “I feel at home”



“.....it’s my spiritual home, 

when I die I’ve asked my husband to sprinkle 
my ashes here"

Customer comment 



Random Acts Of Kindness

• To tell Legendary service stories

• Each branch to take the opportunity to 

do something out of the ordinary once a 

month

• Random acts of kindness will then occur 

almost daily
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