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Crafting the Customer Experience for People Not Like You:  
How to Grow Your Business with the Customers You’re Not Getting, But Could Be. 

  
Deliver a better business experience, for every kind of customer. 
  
If you could grow your business by just 10%, think of the possibilities:   sales, profits and 
joy of running a thriving organization. 

But many brands and companies in the airline, travel, tourism and hospitality industry 
are adrift in a “sea of sameness” and struggle to meaningfully differentiate themselves 
because they treat all customers the same. 
  
A "one-size fits all" approach to the customer experience is no longer viable. Businesses 
need to cater to customers' individual needs in order to meet or exceed customers' 
expectations.  This dynamic not only fuels customer satisfaction, it fuels associate joy as 
well.  We all want to feel pride and gratification in the work that we do and delivering an 
exceptional customer experience is the way to fuel positive, ongoing interactions that 
become standards of doing business. 
  
This session will show how to reach, acquire and keep new customers and keep them 
coming back for more.  With practical, actionable consumer insights that are simple to 
apply immediately, you’ll learn how to grow your business now.   
  
Travel is an experience – and simple,small tweaks you can make to your business can 
pay huge dividends. It's an empowering thought. The customer experience is 100% in 
your control at all times and it's more important than ever.   

The Steamboat, Colorado brand has a human face and a human touch behind it. It’s 
more than a brand, it’s a standard.    

Attendees will learn: 

• 5 key aspects of delivering an exceptional customer experience 
• Key differences between what different customers/travelers want and value 
• The 5 words that will smooth over any customer issue, every time 
• Four ways to improve operations that customers care about 


