
What if your organization is the one customers rave about… 
…and choose every single time? 

That’s The Complete Experience™



The Complete Experience™

What they feel…

What they think…

What they say…

What they do…

See breakthrough results in your business that grow profits, deepen employee engagement and drive customer 
loyalty.  The Complete Experience™ is a multi-faceted service approach that creates and aligns the emotional, 

psychological, and logical components of customer, employee and leader behaviors. 



The Complete Experience Approach

• Understand the heart, mind, voice and 
actions of your customers 

• Connect customer psychology to their 
buying patterns   

• Learn how to move the customer from 
buying decisions to brand loyalty

The Complete 
Customer™

The Complete 
Employee™

The Complete 
Leader™

• Understand the heart, mind, voice and 
actions of your employees 

• Identify the employee impact to the 
customer experience 

• Learn how to move your employees 
from  satisfied to engaged

• Understand the heart, mind, voice and 
actions of your leaders 

• Discover the cascading impact leaders 
have on the customer experience 

• Learn how to move from providing 
customer service to evoking customer 
experiences



The Complete Experience™ 
Skill Development 

The Complete Experience™ Format

The Complete Experience™ 
Overview Workshop 

• In-person session that introduces the key concepts 
of the The Complete Experience™ 

• Why the heart matters:  The dichotomy of extremes:  
+ and -  

• The power of thoughts:  The battle of logic and 
emotion 

• The impact of voice: If you say it, it must be “true” 
• The result of action:  Where buying power lives 
• An introduction to The Complete Customer™, The 

Complete Employee™ and The Complete Leader™

• 12-month webinar education program that 
expands each component of the The Complete 
Customer, Employee and Leader 

• A holistic focus and integration of concepts that 
impact the customer, employee and leader. 

• Workbook and hands-on exercises that deepen 
application of skills with each employee

The Complete Experience™ 
Skill Sustainability

• Monthly sharing of additional resources that 
support the concepts taught in each webinar. 

• Worksheets, tips and coaching to ensure the 
continuation of new skill sets across the 
organization.

Note:  Each topic is customized to the client’s needs.



Creating Psychological & Behavioral Shifts

HEART MIND

VOICE ACTIONS

• How emotions begin the customer 
buying decision and employee 
engagement desire 

• The dichotomy of extremes:  + and -

• If you say it, it must be “true” belief 
• The reach of social voices and impact to 

customer influence and employee 
perspective

• The power of thoughts 
• The battle of logic and emotion 

and its impact to words and action

• Buying and loyalty decisions are 
most often not a surprise for both 
customers and employees 

• The ultimate metric for your business

Customer Employee Leader

Curriculum Objectives

Note:  Each topic is customized to the client’s needs.



Why this work matters NOW.

Social 
Forces

Economic 
Forces

Technology 
Forces

A shifting landscape in three areas has created a critical need for every 
service organization.

Most companies focus 
on the fear of negative 
news spreading virally. 
N o w , t h e r e i s a n 
e m e r g i n g t r e n d o f 
leveraging online viral 
positive feedback and 
stories in marketing or 
c u s t o m e r s e r v i c e 
design.

Winners in the customer 
review space are those 
that have a growing 
number of mul t ip le, 
multi-sensory positive 
exper iences . These 
companies drive more 
revenue per sale, more 
sales per customer, 
higher long-term loyalty 
and lower customer 
acquisition costs.

T h e e m e r g i n g 
t e c h n o l o g y a n d 
s u p p o r t i n g s c i e n c e 
around brain function 
and emotions is showing 
what really works and 
what does not when it 
comes to market ing 
messages and service 
processes.



Our Research

Through insights from our Amazon #1 bestseller 
we will take you behind the scenes to discover 
the secrets of reviews that are driving customer 

loyalty to your company and brand.

“Wow! Finally a book that not only identifies what is 
happening with customer engagement and retention, 
but one that gives potential action items to improve.” 

Chris Spintzyk -  Head of Consultant Recruitment, 
Synergy Systems LLC

“My favorite part is how it addresses the need to take 
care of your employees. They represent your 

business. If you're not fair, respectful and engaging, 
how do you think they'll treat your customers?” 

Lisa Scolnick -  Lean Manufacturing Specialist  
In Pursuit LLC

“Tony and Kayla lay out highly successful strategies, 
action steps, and leadership insights to keep any 
business agile and responsive to keep customers 

coming back. This is a MUST read.” 

David Norris - former COO, 
 Happy State Bank

What readers are saying…



About Our Team
Tony is the CEO of Tony Bodoh International, LLC and a world-renowned leader in customer 

experience improvement.  Tony built the sales, marketing and operational analysis programs for 
multiple publicly-traded companies and ran the direct marketing operations for a $250 million 
book of business in the financial sector.  His work in the customer experience sector has been 

profiled in a variety of publications including CIO magazine and dozens of hospitality, marketing 
and customer experience articles.  

Clients include industry leaders in hospitality, financial services, health and wellness, 
entertainment and technology. Clients have earned numerous awards from organizations 

including J.D. Power, ACSI, Forrester and Clarabridge.

Organization Impact, LLC helps organizations drive growth by creating and sustaining their talent 
competitive advantage. Through strategies that develop the critical talent, skills and capabilities, 

employee and customer engagement grow resulting in bottom-line results.   

Kayla’s industry experience spans 20+ years in both the corporate sector and non-profit world 
where she has worn hats such as Director of Organizational Strategy, Director of Human 

Resources and Director of Staff Development.    Kayla’s experience allows her to walk alongside 
your team to identify your people development needs then helps you discover a hands-on 

approach that advances your organization’s vision and profitability.

For more information contact tony@tonybodoh.com 


