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GROWTH AND 
COMFORT 
NEVER CO-EXIST.  
GINNI ROMETTY



HIGH ST VS ONLINE  
PRESSURE ON FEES 
BREXIT 
TENANT FEE BAN 
HOUSING MINISTER

CHANGE THE CONVERSATION

CUSTOMER EXPERIENCE 
VALUE PROPOSITION 
LIFE STAGES 
FIXING BROKEN SYSTEMS 
DEVELOPING YOUR PEOPLE



CONSUMERS PAY 
FOR RESULTS.



PEOPLE PAY MORE 
FOR KNOCK YOUR 
SOCKS OFF ALL THE 
TIME SERVICE.



FEES = PRICING 
OF YOUR 
SERVICES.



NO ONE BUYS AN 
IPHONE BECAUSE IT'S 
THE CHEAPEST. THEY 
BUY THE APPLE 
EXPERIENCE.



HOW TO BEAT A GROWTH STALL: 
INCREASE SPEND OF YOUR EXISTING CUSTOMER 
DECREASE CHURN (LETTINGS AND PAST 
CLIENTS) 
ENTER NEW MARKETS 
CUSTOMER EXPERIENCE 
PRODUCTIVITY 



SHORTEN THE 
ETA FOR YOUR 
CUSTOMER.



WE NEED NEW 
ROLE MODELS.



IF YOU WANT TO BE 
A PLAYER, PLAY 
EVERY SINGLE DAY. 
KOBE BRYANT



DOING THE RIGHT 
STUFF = DOING THE 
PROFITABLE STUFF.



YOU MASSIVELY 
UNDERINVEST IN 
CONTINUING 
BUSINESS.



YOUR CUSTOMERS ARRIVE 
AT YOUR DOOR EACH DAY 
WITH AN ARMY OF 
EMOTIONS AND NEEDS TO 
BE SATISFIED.



COMPETE ONLY BY 
MAKING IT EASIER 
FOR THE CUSTOMER.



EVERY GREAT 
COMPANY HAS 
REIMAGINED THE 
INDUSTRY IT'S IN.  
VERNON HILL



LINKED IN

FOLLOW @JOSHPHEGAN

INSTAGRAM FACEBOOK TWITTER



PRESENTS

#EAMasters


