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L essons from
the Boss......




T
2, )
2
2,
=

z“



Aircraft: 2 /1

Destinations: 158 in 84
countries

Customers 2018-2019:
58.6 million

520 arrivals/departures per day
250,000 meals daily

Over 5 m bottles of wine/year
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|_eading Service EKcellence 1




_eading Service EKcellence |

e |_arge scale development cenfre mapped fo competfency
framework

e Performance assessment on fthe day as well as guidance and
support for development

e Saville Psychometrics (Focus Styles) were used to support
acfion planning

e |[n-the-moment feedback from a feam of leadership learning
specialists and peer-to-peer acfivities

 [he dafa provided a performance baseline - TNA




eading Service EKcellence 2
Agenda:

e change

e Mayday!

e Navigating the grey zone
e social vs analytical & scarft
e let’s falk tacfics

e masfering the customer
experience

* insights to acfions

e your thoughts
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Learning take-aways.......
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VIV Pro

Powertul

"essionalism
My Customer Service
My Teamwork

_eading My Team

PerfQemi



ontinuous
L_earning
Journey,.....

BUSINESS DOCUMENT This document is intended for business use and should be distributed to intended recipients only.



Linked [T} cREW

(Y " .
.
.
. 5
+ =
-

essionalism Customer Service Leading My Team My Teamwork Mastenng Self Mastenng Mext Steps




L essons Learned

* Business partnership is key

* Preparing the path prior to the learning event - Let’s Talk
* [he power of peer fo peer learning

« Constant ‘viligence’ in keeping the line engaged

» Make sure reinforcement with technology is relevant
 FOr us, the continued relevance of f2f
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Thank you &
Questions....
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