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In a high-expectation world, caring isn't a feeling. It's a decision. This session challenges teams to
communicate better, show up consistently, and build trust through everyday actions that shape
the customer and guest experience.

LISTEN BEFORE YOU SOLVE

The instinct to fix is not the same as the instinct to
care
What your customer or guest needs first is to feel
heard
Solving before listening loses people you almost
had
The one question that changes every difficult
conversation

CARE DOESN'T STOP WHEN YOUR PART DOES

Every transition is a trust moment, not a logistics
moment
What gets lost between departments gets felt by the
customer
How you pass someone off tells them everything about
how much you care
The handoff that protects momentum vs. the one that
ends it

INCONSISTENT CARE IS WORSE THAN NO CARE

When the team isn't aligned, the customer pays the
price
You can't model caring in one department and
ignore it in another
The tone at the top becomes the tone on the floor
What your team tolerates becomes your standard

DECIDE TO CARE

Caring is not a feeling. It is a daily decision.
Good intentions without action are just excuses with
better branding
The one commitment every person can make before
they walk out the door
In a world where everyone claims to care, doing it
consistently is the competitive advantage

LET’S DO THIS:
Listen first. Solve second.
Own every handoff like it matters.
Hold the standard across every department.
Decide to care. Today. On purpose.
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