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Simple but not Easy!

• Positive Attitude

• Put the “fun” back into “dysfunctional”

• Everyone has a customer

• In order to thrive – up your “game”

• Look at your life through the lens of 

abundance 



The New Rules –What’s Out –

What’s In

• Out - Arrogant and snobbish 

• In - Welcoming and nurturing 

ÅOut - Brand validates customers 

• In - Customers validate brand 

• Out - Price Premium is imposed 

• In - Price premium is earned 



The New Rules –What’s Out –

What’s In

• Out - Key assets are bricks and mortar 

• In - Key assets are people and 

relationships 

• Out - Economies of scale 

• In - Economies of Customer Share 



The New Rules –What’s Out –

What’s In

• Out - Customer dialogue and metrics are 

feared and ridiculed 

• In - Customer dialogue and metrics are 

embraced and acted upon 

• Out - Disconnected customer 

interactions 

• In - Seamless customer journeys 



New Year!

• Be dynamic

• Stand out

• Be strong

• Be a team

• Don’t complain

• Always be “auditioning” 
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Manage Expectations….

• Over Communicate – build camaraderie

• Control what you can Control and seek 

Key Opinion Leaders (KOL) at the “C” level

• Remove all the negative influences from 

discussions about the industry 

• Look and talk the part



Travel has changed

• Think like the buyers – the travelers

• Become valuable in the “C” Suite

• Dress for the job you want – this is not “old 

fashion”

• Business speak will set you apart from the 

pack
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Empathize with Your Customer

• Avoid taking risks!

• Your customer must feel completely 

comfortable with you…. “customers” you must 

help by being “authentic” 

• Become a “trusted advisor” to each other

• Become aware of “real” financial limits…not 

made up ones!



In Tough Times the Average Customer 

will 

• Need to have a purchase budgeted

• And still need to get re-approval

• Ask for longer payment terms

• Demand more for less

• Be asked by senior leadership to get more 

quotes

• Being a trusted advisor is key to all of this!



Don’t throw the word “partner” 

around if you don’t mean it!

• Stand out with your customers

– Don’t squabble about easy to fix issues

– Be positive! You are there to help your customers

– Your customer must feel your confidence in 

meeting their objective



Crucial Conversations…

• Take the pulse of the relationships by 

really asking and really listening

• Get off email and talk!

• Come into the conversation with a 

beginner’s mind…bring nothing but 

yourself



Been There Done That…

• And have a T-shirt to prove it

• Don’t have the attitude that you “know it 

all” – from either side

• Never has there been a more important 

time to partner

• Subject Matter Experts are on both sides 

of the fence….



It is Changing…

• Profit is still key – but CSR is key

• Keeping tabs on business travel –

suppliers must help

• Focus on the traveler - Better use of 

customer data by hotels, airlines and all 

suppliers allows them to offer more 

customized service



Changes…

• Don’t let this scare hotels…

– Video conferencing – offer packages, 

assistance

– Going Mobile – Internet fees?????

– Make it better for less volume



Big companies = Brands

The Age of the Individual = Your Own 

Brand

“Me Inc” – This is what it takes to be 

successful Today! 

Disruptive Innovation!



What does it Take to Stand Out?

• Regardless of age, regardless of position, regardless of 

your business segment….you need to understand the 

importance of branding

• We are CEOs of our own business, accounts, territories 

and market segments

• To be in business today, our most important job is to be 

head marketer for the brand called You

• It's that simple 

• And that hard

• Nothing can Escape this FACT!



Push Harder

• Imagine sports…free agents

• You'll also put yourself in a great bargaining 
position for next season's free-agency market

• The good news -- and it is largely good news 
-- is that everyone has a chance to stand out

• Everyone has a chance to learn, improve, 
and build up their skills

• Everyone has a chance to be a brand worthy 
of excellence



Tomorrow’s Coming…Ready or 

Not?

• Carpe Manana

• Carpe Diem 

• Before tomorrow seizes You!













Buy in or bust out

• Love the pressure

• Always be Selling Yourself!

• Over Deliver

• Live the brand

• Take FULL responsibility



Buy in or bust out

• Do not hoard information

• Do not play favorites

• Do not play politics

• Walk away from negativity

• Make your customer a hero

• Aim to change the whole world of travel



SUPPLIERS

ÅWhat are you currently 

doing to drive business?

ÅWhat will increase your 

visibility?

ÅWhat are the 

compelling reasons that 

anyone would want to 

talk to you?

ÅWhat is your unique 

selling proposition?

BUYERS

• What do you really 

want and need from 

your suppliers?

• How can we truly 

work together for a 

win/win?

• What can the 

suppliers do to make 

your life easier?



Now more than ever!


