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Moments of Magic™

Name:
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A Moment of Truth
is any time
someone comes
into contact with
us or our
company.
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It can be good, it
can be bad, or it | - - . . . o e e e e e e s e e e
can be just
average (“OK” or | ... ... ...... 858 e low i BN TRy A _Jgs
satisfactory).
AMomentof | ~ T T e M R a0 W W
Magic™ is anything
that is better than | = & = & @ c e e
just “OK.”
Sometimes, it’s | - - . . . e e e e e e e e e e e e e e e e e e e e s e
even amazing.
Briefly describe a
Moment of Magic™
that you created
for either a
customer or fellow
employee.

Manager Comment:
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The Awesome Responsibility

1.The Awesome Responsiblility: People do business with

The Department of "They"

EH,
I PON'T LIKE WORKING
WITH THEM ANYMORE.

'THEY" PON'T
UNPERSTANP ME. -

department of
QISR

It's all about the people!
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Keeper ldeas

“KEEPER”’ IDEA
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“KEEPER’’ IDEA

More Ideas and/or Notes
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Moments of Magic™ — 158 page booK.........ccccevreernen. $12.95
Shep's #1 seller! 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.

The Loyal Customer - A Lesson From a Cab Driver..$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 everytime they needed a cab. Read this
book and learn the secrets to creating customer loyalty!

Moments of Magic™ Part One - Audio CD................... $14.95
Part One is titled Be a Star With Your Customers and is based on
his top selling book, Moments of Magic. The CD is divided into
two parts. First you will learn and understand the concepts of Mo-
ments of Truth, Misery and Magic. Then you will hear the top ten
ways to create that Moment of Magic for your customer.

Moments of Magic™ Part Two - Audio CD..................... $14.95
Part Two is titled The Loyalty Factor and discusses some of
the differences between customer service and loyalty. Italso
includes an audio version of Shep's famous "Cab Driver
Story." Finally, there is another list of ten specific strategies
to create loyalty and Moments of Magic for your customers.

Moments of Magic™ 101 - 22 minute Video CD with workbook, articles and more
You can now load a CD into your computer and have Shep Hyken talking directly to you about how to deliver excellent
service that leads to loyal relationships with your customers and clients. First you will be exposed to 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 a
valuable lesson 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 on the CD are PDF files of the workbook, some of Shep's articles,
special reports and more. (Contact us for pricing on group training.)

To learn more about our other knowledge products which include *"in-house™ training programs,
books, videos and more, visit www.hyken.com and click on "*knowledge products."

City, State, Zip

Phone

Credit Card Number (Please circle MC, Visa or AMX) Exp. Date

ordersare shipped UPS Ground. Please
call for international orders. Also, call
for quantity discountsonmultiple items.

Just send in this form with your
check or credit card information.
Youcanalsofaxor call increditcard
orders. Thanks!

(" SPECIAL! )
The "Package™ includes the Moments of Magic™ (Book): Send at $12.95...%
books, and the audio and video The Loval Customer- A L F Cab Driver (Book): Send £$8.95...8
programs! (Moments of Magic™ e Loyal Customer: A Lesson From a Cab Driver (Book): Sen at $8.95.....
book, The Loyal (_3ustomer book, Moments of Magic™ - Be a Star... (Audio CD): Send at $14.95...%
Moments of Magic™ Part 1 & 2
Audio CD's, and Moments of Moments of Magic™ - The Loyalty Factor (Audio CD): Send at $14.95..$
Magic™ 101video CD. A$120.00
value for just $99.00! And, we'll Special - Both Moments of Magic™ Audio CD's - (Audio CD): Send at $24.95...$
pay the shipping! Just check this ) ) .
box Moments of Magic™ 101 (Video CD Learning System): Send at $69.00...$
(Please contact us for pricing on group training. Thank you!)
\ D ) Missouri residents please add 6.575% tax............. $
* Shipping/handling (See below)............... $__6.00
Name Total (US dollars).....$
Email
Company
* Please add $6.00 shipping/handling
Address (unless you order "The Package"). All

Shep Hyken, CSP

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
http://www.hyken.com/

To learn about our other products, please visit: www.hyken.com




