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Background

Inflection Point - Customer Service

Inflection Point Business Transforms Customer Service
at National Medi-Spa Center

A national medi-spa center recognized the need to enhance their
front desk personnel's customer service skills to improve client
satisfaction and loyalty. They sought the expertise of Inflection Point
Business to develop and deliver a tailored training program that
would empower their employees to handle customer service
challenges effectively.

Q A national medi-spa business was at an inflection point;
c%?%mer surveys pointed to the need for investment in their front
desk personnel's customer service skills to improve client
satisfaction, loyalty, and ultimately, the company's bottom line.

Recognizing the urgent need for change, the medis-spa leadership
sought help from Inflection Point Businss and their Pivotal Path to
Inflection Point Solutions program. The company's leadership
understood that without a significant shift in their customer service,
they would be unable to maintain their competitive position in the
market.

*Names have been changed to protect confidentiality
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The Challenge

<_>; Faltering customer service skills threatened
the medi-spas ability to retain customers.

-

Inflection Point Business offered the guidance and support needed
to navigate this critical juncture and develop a new strategy for
success.
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The solution

Building Blocks To Success

Inflection Point Business created the "Discover Your Customer Service
Superpower" workshop, a half-day training designed to help front desk
personnel identify and leverage their unique strengths in customer
service situations. The program included the following components:

e Pre-workshop assessment: Participants completed an assessment
to determine their preferred persona when faced with a customer
service challenge, setting the foundation for the workshop.

o Half-day workshop: The workshop focused on exploring the five
customer service superpowers - Positivity Powerhouse, Empathic
Enigma, Wisdom Warrior, Communication Crusader, and Resolution
Ranger. Participants learned about the positive and negative
impacts of each superpower and engaged in reflection and
journaling exercises.

e Triangle of Drama and Empowerment: Participants were
introduced to the concept of the "Triangle of Drama" and the
"Triangle of Empowerment," a tool to help them navigate customer
service issues without becoming emotionally involved. They learned
how to flip the drama triangle into the empowerment triangle,
leading to more positive outcomes.

(continued on next page)
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The Solution

Building Blocks to Success (cont.)

» Reference materials: Each participant received a card with notes on
their preferred superpower skills and a summary of the triangles to
keep as a handy reference. They also received a journal with prompts
to help them recall the workshop content and discuss it with their
Mmanager as situations arose.

Collaborative problem-solving:
The workshop included small
group discussions where
participants collaborated to
resolve common customer service
issues, learning from each other's
experiences and insights.

e Manager toolkit to support their team’s in challenging situations
and continut to build on the skills learned in the workshop.
Leveraging the information captured in the employee’s journals,
together they could create a powerful plan to be the customer's
advocate when challenges occurred.
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Results

Change where it matters most

The "Discover Your Customer Service Superpower" workshop was
well-received by the medi-spa center's front desk personnel. Key
outcomes included:

e Increased awareness of how superpowers provide a
predictable way to handle situations, along with recognition of
their potential drawbacks.

e Improved ability to flip the drama triangle to the
empowerment triangle, resulting in more positive customer
service interactions.

e Enhanced collaboration and knowledge sharing among team
members when solving tough client care challenges.
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Conclusion

The results are in!

Following the workshop, the medi-spa center reported a notable
improvement in customer satisfaction scores and positive feedback
from clients regarding their front desk experience. The front desk
personnel felt more confident and equipped to handle a variety of
customer service situations, leading to a more positive and
productive work environment.

Inflection Point Business's "Discover Your Customer Service
Superpower" workshop successfully transformed the customer
service approach of the national medi-spa center's front desk
personnel. By providing a tailored, engaging, and practical training
program, Inflection Point Business helped the medi-spa center
unlock the potential of their employees and create a culture of
exceptional customer service.
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Why we do what we do...

The story of our founder
Ann Humes, Chief Solutioneer

“ BY IDENTIFYING AND CAPITALIZING ON CRITICAL MOMENTS, MY
PROGRAM DRIVES MARKET-DOMINATING OUTCOMES.

“After 20 years working across Fortune
50 corporations, startups, and my own
failed business, | saw a pattern - so
Mmany organizations were unknowingly
headed for disaster.

Time and again, | withessed massive yet
avoidable mistakes that led to millions
in losses. It became clear the missing
ingredient was transformation at
pivotal moments.

Personal failure taught me the hard way. Now, as the Chief
Solutioneer at Inflection Point Business, | equip leaders and owners
with the Inflection Point Methodology to avert disaster.

My passion comes from shouldering the weight of this truth - with
the right strategy at the right time, crushing losses can become
launchpads that propel you into the stratosphere.

| created The Pivotal Path to Inflection Point Solutions as the
blueprint for transformation. After walking through the fire myself,
I'm devoted to sparing you the burn. My purpose is ensuring you
harness potential game-changing moments instead of being
blindsided by them. | turn infelction points into pivots that allow you
to innovate, rather than be disrupted.”
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The 4 Stage Process

The Pivotal Path
to Inflection Point Solutions

—,

STRGE 1 STRGE 2

UNVEIL INFLECTION EMBRACE THE
POINT OBSTACLES INFLECTION POINT
MINDSHIFT

Deconstruct paradigms Revamp your
that prevent you from perspective with tools
being an inflection that drive a successful
point strategist inflection point
approach

STRGE 4 STRGE 3

INFLECTION POINT
LEADERSHIP ARCHITECT THE GAME

BRILLIANCE PLAN
Use the inflection The process to turn
point methodology to acute inflection point
create transformative situations into
visionaries opportunities
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What to expect

The Pivotal Path to Inflection Point Solutions delivers
transformational guidance to help you actively shape your future.
We identify early warning signals, architect strategic plans across
scenarios, and develop the organizational agility to skirt threats
and seize opportunities.

We support you through:

Executive Team Igniting Laser
Coaching Building Possibilities Sessions

Our certified We co-create Transformative Laser Coaching
executive coaches transformation Keynotes. We Sessions address
don't just advise - shoulder-to- don't give lingering obstacles,
they empower shoulder with your speeches - we re-inspire

leaders to own the teamsin unlock potential momentum, and
vision of the workshops. and reshape course correct.
transformation. mindsets.

The Pivotal Path to Inflection Point Solutions is designed to support busy
executives and their teams in navigating complex business challenges.

Through the program, your team will gain the skills and flexibility required to
respond effectively to evolving market dynamics, cultivating a forward-looking,
proactive organizational mindset.

By empowering your team to take the lead in shaping the company's strategic
trajectory, the program offers you the assurance of thorough readiness.

The bottom line: you'll have more time to focus on strategic initiatives rather than
getting bogged down in tactical matters.
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Get in touch!

YOUR SUCCESS IS OUR GOAL!

With our support and
experience, we can guide you
to overcome obstacles and
seize opportunities. Don't
waste any more time feeling
stuck or wishing for someone
who understands what you're
going through.

Be ready to harness pivotal shifts to your advantage rather
than letting disruption leave you off balance. Take
command of your future by equipping yourself with the
tools and vision to master inflection points before they
master you.

Click the link below to start the process to unlock
untapped business growth potential!

https://inflectionpoint.biz/scheduletime
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