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TRANSCRIPT:  
Studio Expansion Program – Module 7 

 
Hello, and welcome to Module 7. This is where we're going to get into that beautiful topic of WOW Factor. Now, if 
we think back to that whole concept about how to design and be the architects of a studio that attracts students 
organically as opposed to us having to hustle the students, this is really the secret, and this is where we get to 
bring all of your passion, all of your heart into why you do what you do and to design an experience that 
completely, uh, makes your studio what I call a self-populating studio. This is where your studio is, the experience 
is so compelling, it's so enriching that students naturally tell their friends and bring them into the family because 
they love it so much. So, this is what we're going to look at creating in module 7. 

In this video, you will learn how to develop a WOW culture that gives every student an exceptional experience 
and creates those raving fans, and we're going to do that using the studio innovation framework. We're going to 
create WOW Factor welcome packs that are irresistible to new students, exceeding their expectations from the 
very first impression, and has them telling all of their friends. It's a very specific strategy we're using here to 
cultivate, consistent word of mouth. And we're going to raise the bar of the experience you're providing at your 
studio by embracing innovative, best practice studio management strategies from around the world, what are the 
top studios doing, and how you can tap into it. 

So, WOW for me is, is what puts that little sparkle in their eye. You know, if we think about it, there are so many 
opportunities and so many businesses that we deal with on a daily basis that leave us, it's a bit lackluster, but we 
have an opportunity as- as studio artists, really, to create something that- that puts that little bit of, ah, surprise in 
their day, that puts a smile on their face, and what you'll find is that by cultivating that vibe by intentionally 
designing that into the student experience, you will keep more students in your studio for years to come. This is 
the heart of retention. The heart of retention, and as you and I both know, the success of our studios relies upon 
the retention. So, how can we not only use this WOW Factor to attract students organically, but also design an 
experience that is going to keep students plugged into your studio for years and years? 

I wanted to share with you, at the beginning of this module, one of my favorite books of all time. It's called 
Creating Magic by Lee Cockerell and, uh, he was an executive at Disney, and you and I both know that, like, in ... 
If you think about Disney, their whole philosophy is the happiest place on Earth, but how do you do that when you 
are looking after, you know, tens of thousands of guests every single day? You've got, you know, tens of 
thousands of people, employees across their resorts, and how to deliver that consistently, and this book, like, 
even the first chapter, my goodness. Get a highlighter, get a pen, it is such a page ... It is, it is the most 
compelling book and, uh, I can't recommend it highly enough on this topic. 

What I love is, I think it's chapter six or chapter seven, it's all about training for delivering magic, as well. Like, how 
to get those results with your team and empowering them to, with the same level that you believe, that you want 
the experience to be here. So go in all of that and, uh, enjoy that as well. 

So let's talk about what your WOW Factor is. What is- what is the most exciting thing that happens at your studio? 
What makes the little- the juicy little passionate bits in your studio that people just fall in love with. I want to share 
with you the three step system that we're going to use to truly embed WOW Factor at every step of your studio. 
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And this will be relating to you as studio director. This is how you can engineer this and deliver it on a consistent 
basis. 

So there are three parts. There is the core of what we do. This is really the essential experience we provide. And 
then we're going to look at what we need to improve of the core. So this is what we're already doing, but how we 
can step it up a notch. And the final step in this three step process is the innovation. This is where we're looking at 
what we need to do differently to really zig when all the other studios are zagging. How can we bring something 
into the mix that is so unique, so remarkable that people go, "Ooh, that sounds interesting. Let's go try that." So 
this core, improve, innovate is your studio management philosophy; and I'm going to share with you how to 
embed it. 

So, the first is the core. If we're thinking about, okay, what- what are we responsible for as studio directors. What 
is the core of our role? And it's not just to teach. You know, teaching is the core of what we do, but if we're looking 
at our role as studio directors, what we have to do is we have to consistently deliver the highest caliber of 
educational experience possible. So, embedded in that is training our teachers and ensuring that we ourselves 
are really delivering the high level of curriculum that we're passionate about. 

But it- as well as at the core of what we do is running the business. As studio directors our role is to consistently 
attract and retain students. It is to deliver us- experience for our families that is seamless and simple and 
enjoyable, and that keeps them coming back for more. And it's about creating, uh, the systems that are going to 
be able to support that. So this really- if- if we're thinking about what is the core of what we do? And when 
students come into the studio, when they engage with the teacher, when they leave from classes, when we deal 
with them on administration side. The core is the running of the business really. So, we're thinking about what is 
the most important things that we need to deliver every single week that make our experience pop. 

But then we're thinking about what we can improve. This is looking at things like, mm, you know that the décor of 
the studio is looking a little bit shabby. Or, our hip-hop program, we're noticing a real significant drop in the 
retention in that particular program. How can we improve that program? How could we improve the level of email 
communication? No one's reading our emails. What do we need to do to improve that? So this is where we're 
looking at improving. It's thinking about, where can we devote our time to be able to really consistently up the 
level of quality within the studio. 

And the final thing is to innovate. This is interesting. This is really thinking about what are we not doing that we 
could do that would totally make a splash in our student experience, and that would do things very differently. I'll- 
I'll give you an example. So when I was running I was really thinking about how could I really make my studio the 
no-brainer choice? Literally the no-brainer. If someone lined us all up they would go, "Done, Hook me up." So I 
started really thinking about, okay, well we run very successful summer programs. And I was thinking about, okay, 
when we're looking at the summer programs how could I do something completely different that would be 
innovative. And so what I introduced was, free extended daycare for families. So the camp that the, you know, the 
summer camp ran from nine to three, but I allowed families to drop their children off at 8am and pick them up at 
5:30pm. So there would be the structured part was nine till three, but there was supervised play and activities 
from 8am till 5:30. 

This went bananas. It cost me, you know, a couple of ... maybe a fifty dollars extra a day in wages or so, but it 
was the best thing I ever did. Because that innovation element, I had so much marketing power within the 
community. You know, don't just pick the 9 to 3, give yourself the flexibility, give yourself the time when you're 
going to work. And it was just- it made our camps truly just take off like wildfire. So this is an idea about how can 
you innovate and deliver something that no one's doing in your area that is going to really set you apart? 
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So the reason that this- this studio innovation framework is so important, the core, improve, and innovate is that 
often when things are not going very well in our studio it's usually that there's one of these three areas that we're 
not delivering on. And so it's an opportunity for us to look at our- our section, to go, okay, where can we step 
things up? So here's how I want you to think about your role. I want you to think about when you're dividing up 
your week, when you're dividing up your year, really 70% of our time as studio directors is to be spent on our 
core. So this is really delivering the programs and delivering our marketing strategies and working on retention. 
It's mentoring our team, it's systematizing our businesses. And it's ensuring that we're really getting consistent 
across the board here, getting consistent in the excellence of the student experience. 

So the first- the 70% of our time should be spent here. 20% of our time should be looking at, okay, what are the 
new ways that we can be doing things? How can we get more efficient in our administration and our simplifying of 
our systems? How could I exceed even more of expectations? So I want you to think about even this in a weekly 
format here. If we're thinking about in a- in a two-week period, let's say, seven days out of the ten would be spent 
on delivering the core. But imaging having two days a week where you literally are focusing on, as a strategic side 
of the business, how you're going to improve what you're doing. And if we're keeping with our role with studio 
directors, our role is to drive the business forward. And so having more time for you to really think about 
efficiency, expectations around, you know, really stepping into excellence. This is where we get exciting. 

And then finally, the innovate is the final 10% and this is where we're thinking about how we could truly WOW. 
How we could zig when everyone is zagging. How we could lead the pack. And this is again, really important to 
be considering. But the balance between the three is where the magic really happens. 

So most studio owners ... you know, there's a real trend I think that they- they- they stick in their core, they stick 
where they're comfortable, like where they're teaching, or what they've been doing with marketing. Where we see 
the really big, you know, the g- great progression of studios is when they really, when you stretch that comfort 
zone, when you really think, "okay well I'm going to learn something different, I'm going to do things differently if I 
want to get a different result." And so, if you think about it, if we sustain and we maintain and we plateau what 
we've been doing always, what we've always been doing in the studio, well we're not giving enough opportunities 
to bring the sparkle to their eye. You know, we need to be thinking about how can we strategically and 
systematically bring that sparkle to our students, bring that sparkle to our team, a little bit of new. So without 
innovative thinking how we can get ahead of the pack, often our studios will plateau. 

That being said, if we focus on too much within our studio and we take our eyes off the horizon ... I also want to 
really make sure that we're addressing market trends. Things like the fact that preschoolers are starting school 
earlier and earlier. The fact that more families double income, they're working and it's harder for them to be- even 
be present to pick up their kids. Like how can we as- as well address the core global community issues within our 
studio structures. 

The thing that is also another thing, and you might know studio owners like this, is that they're ones who are 
always chasing the next big shiny disco ball, who are always like, "Ooh, we're going to do this, and we're going to 
do this, and we're going to do this." And they- they take the- the focus off the core, which is really the heart of 
what you do. And so, if we focus too much on innovating and improving, mm, the quality of our teaching can drop, 
the quality of the consistency. And really what I want us to be known for is our consistency, that every student 
receives the same outstanding experience every week of the year regardless of what location they're at, 
regardless of what program they're in. We have systems to really step that excellence up. And if we really think 
about it, we want to be ensuring that this core is the heart of what we do. 
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So the worksheet 7.1 is really going to help you to look at, okay, what are- what must we do to create an 
experience that retains students? If we want to think about that- to do every single week, what must we do to 
create an experience that attracts and retains students? And then we're thinking about, what could you do to 
improve that core studio experience? What would be a beautiful addition? What would really surprise everyone 
that would make them just, you know, make them sit up and pay attention? 

And then innovate, what do you dream of adding to your studio experience or to your programs? What would be 
just a- a fulfillment of you and really see the stepping into the- the level of studio that you've always dreamed of? 
So thinking- you spend a bit of time, and this is something to get out of the studio, go have a cappuccino 
somewhere and really think about what the core of what you do, how you can improve upon it, and then how you 
could innovate. And I guarantee this will get you looking at your studio so differently, especially focusing on the 
core. I really want you to spend time thinking about what this means to you right now, and how we can deliver this 
consistently. 

So the three questions to ask yourself are why does your market need your studio? This is the core of what you 
do, why does your community need your studio? What is the unique thing that you provide? Then I want you to 
think about why would your market choose a different studio over yours? Because this is going to identify what 
are the gaps in our core that we need to improve. Why would your market choose a different studio over yours? 
And finally, this is where we get fun, what does your market not know that it wants and needs? So I want you to 
think about that. What do they not know that- if you offered it to them they would lap it up. So there is where we're 
getting into the creativity stage, the innovation stage. So they're three great questions to ponder and really think 
about as you're doing this process. 

If you think about it, Henry Ford said that wonderful quote, "If I'd asked people what they wanted, they'd have 
said, 'faster horses.'" And when we're really considering our roles as studio directors, we have got all the potential 
in the world to create an experience, to create an industry that really shakes things up. I'm seeing a lot of changes 
in the trends in studios across the world, how they're structuring their pricing, how they're structuring their 
programs, how they're structuring their teacher training. We can step into artistry. I want you to think about how 
you as a studio director could become more innovative, could create an experience that is even more compelling 
and that really meets the needs of taking arts education into the next generation. 

This is opportunity for you to really get creative. Many of you have become outstanding performers like we have in 
our programs now. We've got, you know, the finest ballerinas, the finest musicians, the finest performers. You've 
reached artistry in your performance career. Now I want you to consider how you could reach artistry in your 
studio management. Very exciting. 

So challenge everything. Don't be afraid to challenge everything. Why must it be this way? Why must be our 
classes be forty-five minutes? Are we doing it this way just because we've always done it like this? Are we 
accepting cash payments just because we've done it that way and it's people like it? But is it really serving our 
business? What are the successful studios doing? Are they asking for payment up front for six months? Could we 
do it that way? What's missing? What is missing from our offerings? What is the gap? What's not working? What 
feels clunky? What's annoying us that we could take out or modify? You know, think things- these things through. 
If we didn't do it this way, what- how could we do it differently? 

 

And these are some fantastic questions for you to use even at one of your teacher trainings. So they'll come down 
like, okay, let's just look at this differently. Let's really mix things up. I want you to look at everything we're doing in 
the studio and go, how could we do it differently? Because truly if we're thinking about what is the definition of a 
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successful studio, a lot of the constraints that are happening in studios right now because there's just been a very 
traditional way of accepting things. And I want to encourage you to look for the edge, I want you to be the front 
runners here of the trends. And that's why this idea of constant innovation is a really important one. 10% of our 
role is thinking about how we can innovate our industry forward. And truly you are in a position to do phenomenal 
things. 

So let's now talk about how we can deliver this core experience that has WOW factor so incredibly embedded 
within it. So there are three stages of the student experience. There's before they come to the studio, there's 
whilst they're at the studio, and then there's after they leave. So there's three distinct stages. 

We want to be getting creative here, we want to be personalizing each touch point to the most WOW factor. So I 
want to ask you how could we make each of your touch points a more unique experience? How could we inject 
more- more fun, more WOW factor, more personality, more surprise. 

Now, this comes from a beautiful understanding of your dream student. And really what makes their hearts sing. 
This is where we get to that real, incredible word of mouth as well. And it doesn't mean good, it means legendary. 
I want you to really, take off those glasses where we know, looking things through, I want you to think like there is 
no limits. It's a- imagine if I'm coming in as your fairy godmother here and saying you can do anything you want. 
Just really get into this creative space. Let's just imagine that anything is possible. Money's not an issue, let's just 
think about if we could do it, what would we do. And it's going to generate some incredible ideas that we can start 
to incorporate into your studio. 

So let's walk in their shoes. Let's just think about, okay, so when they inquire to a studio what would knock their 
socks off? If you inquire to a business, what would you want to be greeted? How would you want to be toured? 
How would you want to be welcomed? You know, when you're- when you've been with a- when you've been with 
a business after five years how do you want to be acknowledged? How do you want to be recognized? How do 
you want to be celebrated? When you leave the business what would be really genuine and lovely? What would 
make you feel special? Let's walk in those choose- shoes at every stage of this touch point and think about how 
you want your students to feel. How you want them to feel. Because the touch points are where the magic 
happens. The touch points are what influence your retention and what influence your word of mouth. And if we're 
looking at holistically growing your studio, these types of things, while they must- might seem trivial and 
insignificant, this is actually where we start to see the real magic happen. 

So let's dive into before. So like, before they even set foot in the door. This touch point, this exceeding their 
expectations starts the moment they discover your studio, the- and in that first impression it's the quality of our 
branding, it's the quality of how our Facebook ads look, it's the quality of our website. It's when someone picks up 
the phone it's the difference in saying, "Hi, it's Chantelle here, how are you doing?" and someone really in a 
professional way connecting with them and asking them the questions. So this is where that first impression will 
influence all of the visual branding that you are currently doing in your studio and the general feel of the tone of 
conversation that you're putting into the mix. 

So when I ask you how clear and organized is that onboarding process, how organized is the information that 
they are going to be seeking to learning about your studio? If you think about it, when they're making the 
decisions about which studio to choose they've got certain questions that they need answered in their mind. And I 
want you to think, how easy is it for them to access and to make those decisions about whether to choose your 
studio or not? 

And then the other question is, how could we make this enrollment process contribute to how they feel about your 
studio? How could we make it like we're welcoming them into the family? How could we make them feel like, "Oh 
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my goodness this studio is just remarkable"? What could we do differently? And so much- so much is- is lying in 
this whole before process. With- if we're thinking again about how to increase your conversions of inquiry to 
enrollment, this is where the secret lies. 

So then during, let's think about it. When they enter the studio, when they come through the doors, what do they 
see? What type of energy do they feel? Is it calm and serene or is it like raring to go? What are they hearing? 
What do they smell? What do they see? What visually are they looking at when they come through the door? 

You know, one of the things ... when I had six. One of the biggest things that was critical for me, and I trained 
everyone on my team so importantly is that when a parent arrived with a child, how- what- what's going on in the 
room? What impression are we making? What song is playing? What volume is it? How are we welcoming them? 
What are we saying? What's the instructions of where to put your bag and then go join this. What are we- how do 
we facilitate the ritual of coming into the studio and setting the tone for the space? It's really exciting cause I- you 
know, I feel that- that impression leaves- leaves such a sense of calm and not even, calm might be not the right 
word, but that sense of- of trust that a person will have coming into your space. So it's about how we curate that 
experience from the first moment. 

So I want you to just to walk around the space and think like when you're walking up the stairs or you're walking 
through the front door, what do they see? What are the messages, visual and verbal messages? Do we need to 
add some fresh color? Do we need to add, you know, some- some pictures on the walls of your stream- dream 
students? How could we create that- that message? That intention of when they're here at the studio that you 
want to do? So I want you to really look at the ... do a bit of a visual audit. How could you modify the space to set 
the tone that you're wanting? Do you need music playing? Do you want tea and coffee and fruit bowl? Do you 
want to have a studio concierge? Someone who is there to meet and greet your families to say, "How was your 
day?" To who remembers, "How is your little dog? Did they recover from their surgery?" Or "Did you win your 
soccer game on the weekend?" You know, someone who is going to create that tone of a family in your studio. 
Really thinking about when a student's been with you for an amount of time, how to create the relationships that 
are going to contribute to retention. And the studio concierge is a fantastic investment to make. 

I do also want you to rethink through the welcome process. Really think about, because that does set a very big 
tone of- of- of their entire experience. Do you know, like, when a child comes into a classroom there is certain 
rituals that are going to set the class up for it to be successful or chaotic, shall we say? 

And then there's after. What's your follow up system for past students? Do you say thank you? Do you say the 
door is always open? Do you have an exit procedure? Do you have a survey that you send out asking how you 
could've improved the experience or would there have been anything that we could have done to show you more 
love or connection? Do you keep in touch? Educating them with emails or invite them to come back and try 
something new? Maybe they didn't want to continue with the preschool classes, but you know what, like a- a 
Christmas jingle jam program they might love to do. You know, sometimes it's not- it's not a "no" for a stop, it's 
just a "Not now. I'm looking for something a bit different." 

 

And then think about, okay, looking at why they left. Are we keeping a tally of the reasons? That they got bored, 
they wanted to try soccer, they wanted to ... they moved away. Like if we can really track why they're leaving, we 
can then ask the questions of what we could've- what we can do to improve and innovate the experience, to add 
more value. And even when it's not expected how we can surprise and delight them. Even a simple thing like if 
you know that a student's been with you for three years, sending a little card saying, "We loved having you- it's 
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your three-year anniversary, and we just wanted to say how much we adore having you a part of our studio 
family." Easy to do, easy not to do, but makes a big difference in their impression. 

So now we'll chat about the WOW factor packs. This is again really how to turn up the volume, and this has been 
something that we've found to be transformative in the impression you make and the impact that this will have on 
the conversion of inquiries through to enrollments. 

So let's go back ... what's in them and when to give them out. You can have a gift pack for a prospective student. 
Now you think you may have heard me in another video say that a few of our clients give, when they inquire they 
send out a little tutu or a musical instrument pack so that before they've even walked through the door they're 
already feeling connected. So on that first day, the student arrives wearing their little tutu, carrying their shaker, 
you know, it automatically creates that sense of identity, of belonging, of tribe. And if you compare that to the 
other studios down the road it's a no-brainer of which one to choose. 

So you might be thinking about, like a personal letter from you, the director, welcoming them and saying, if you 
have any questions and here's the easiest way to get through things like walking them through the process. When 
they do join you might want to give them another kind of welcome pack that gives them information on your 
programs and really highlights, as well, the other programs you offer. In this section here, I want you thinking 
about retention. I want you thinking about how your educating your new students of the variety of opt- options 
they have to continue learning with you. So thinking about you know, even if they're joining you for a preschool 
program how you can let them know that, "Did you know that we offer private lessons down the road?" You know, 
let's really think about our education that we can do for the welcome pack, and what you want them to know and 
to believe. And then also here, you can actually even prompt them, you know, would you like to bring a friend? 
And here's the process for that. 

Uh, you might also want to have a thank-you pack for referrals. Ah, this a fantastic strategy to improve word of 
mouth. So there's two different ways that we can do a referral pack. One of them is a fantastic strategy by the 
way, so do take note. 

Let's say you're trying to attract new little ones. You can actually a- this is particularly relevant for babies who are 
in early childhood music program, so early childhood music programs. But it applies to everything. Let's say that 
you have a mom in your class and her friend is pregnant, and if you have just some- a few little packs just set 
aside in a box in the corner of the room that are introductions to your program. So you might give them a little- a 
little onesie with your studio name printed on it. And it's like- or- and maybe an information pack about how to 
settle your child with music. You might give them a CD with music to play with lullabies. Here's some things to get 
ready for when your child is born that are going to create a beautiful relaxing routine and a happy household, 
using music. So this is a fantastic thing, so then the mom in your class can give that to their friend as a welcome 
introduction. And the lovely thing about this is that it plants the seed from that very first moment, that they're able 
to come to your classes, and that is valuable. 

 

We want to be planting that seed for that referral well and surely in advance. It might sound like an extravagant 
thing to do, but I tell you, it works. It truly works. So actually having a strategy of- of capitalizing on the 
relationships your current families have. How can you get your content into the hands of their friends? If we're 
thinking about this, you know, you can spend hours and hundreds of dollars on Facebook ads, but you have 
connectors in your classrooms every single day. And I want you to really think about how you could capitalize 
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upon that. And then, the thank-you pack if a parent does make a referral for you, maybe it's a little box of 
chocolates, handmade chocolates saying thank you so much, you're so sweet for doing this and this is how we'd 
like to thank you. You know, really what do we want to encourage in our students? What do we want to be known 
for? And a little thank you goes a long way. 

So in the SEP there a lot of our members have embraced this idea and got incredible results with it. Here is the 
gorgeous Tracy and, uh, she had tutu welcome back packs, were a huge success. Look at that face, excited, and 
look at that box she's put them in so they feel super special. These things don't have to cost a lot, you can buy a 
lot of these things in bulk off Alibaba Express or, ah, you know, even through eBay. But- a- just the act of doing 
this creates such buzz, such excitement and that generates a huge amount of equity for your studio. 

So to wrap up, here are some best practices about WOW. About you to revisit the core, improve, innovate 
questions every quarter to really evaluate your WOW pack- WOW power. So think about how are we delivering 
on our core? What needs to improve? How could we improve upon what we're doing in the core, and how could 
we do things a little bit differently that are going to shake things up? 

The next thing is to really empower your team. So if you- once you know, like, what is the heart of the core? What 
do we believe is the consistency of the experience we're passionate about providing? How can we make sure 
every one of our team members is able to deliver that? And if you haven't yet purchased the retention solution, 
ah, we can hook you up with it at a special discount rate. We're happy to do that. But the retention solution is a 
training program for your teachers to be able to, uh, improve retention. It's incredibly powerful. 

The other thing is to rethink about how we're going to cultivate these relationships long-term. And how we're going 
to follow up and really make them feel special. Be thinking about how you can be remembered as remarkable. 
What would be remarkable to your family? 

And the final thing you can do in terms of WOW best practice is to seek mentoring. Join a program like Studio 
Evolution where you can be challenged and supported to really step up and gain access to what is going to take 
your studio to the next level and become the leading studio, the destination studio in your area. 

So, this is- these are your action steps for Module 7. The first one is to download the worksheets for this module 
and organize them in your binder, completing all of the worksheets. And then, I want you to share in the Facebook 
group what's in one of your WOW Factor packs? What is going in that? Because that's going to be a fantastic 
resource for you to see what lots of studios are doing to be able to really knock people's socks off on their first 
impression. So jump on into the Facebook group, we love having you there. The party's always going there each 
day. And you'll gain so much inspiration and motivation by seeing what others are doing to be able to create this 
WOW. So I hope this has inspired you with a whole new level of thinking about your studio, and I cannot wait to 
see you, in our final module of the SEP which comes out next week. You will love it.  

 

 


