


COST

VALUE
VS.

Your job is to increase the value so it is a BIGGER issue than the 

cost of doing what you are asking them to do!

We have to constantly check with 

our “customer” to see what is it that 

will increase the value SPECIFIC to 

you AT THIS VERY MOMENT!
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“From every challenge comes an 
opportunity”

• Give yourself an A.S.K. 

(Alternative Solution Kick)

1 1 3 
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• Shatter the stereotype of 

the EXPERIENCE your 

“customer” expects to have 

with you!



The Gorilla Story 

This story starts with a cage containing five gorillas and a large bunch of bananas hanging 

above some stairs in the center of the cage. Before long, a gorilla goes to the stairs and 

starts to climb toward the bananas. As soon as he touches the stairs, all the gorillas are 

sprayed with cold water. After a while, another gorilla makes an attempt and gets the same 

result—all the gorillas are sprayed with cold water.  Every time a gorilla attempts to 

retrieve the bananas, the others are sprayed. Eventually, they quit trying and leave the 

bananas alone. 

One of the original gorillas is removed from the cage and replaced with a new one. The 

new gorilla sees the bananas and starts to climb the stairs. To his horror, all the other 

gorillas attack him. After another attempt and attack, he knows that if he tries to climb the 

stairs he will be assaulted. Next, the second of the original five gorillas is replaced with a 

new one. The newcomer goes to the stairs and is attacked. The previous newcomer takes 

part in the punishment with enthusiasm. 

Next the third original gorilla is replaced with a new one. The new one goes for the stairs 

and is attacked as well. Two of the four gorillas that beat him have no idea why they were 

not permitted to climb the stairs or why they are participating in the beating of the newest 

gorilla. 

After the fourth and fifth original gorillas have been replaced, all the gorillas that were 

sprayed with cold water are gone. Nevertheless, no gorilla will ever again approach the 

stairs. Why not?



In every business globally

PERSPECTIVE IS EVERYTHING!

There are only two sides to the coin…

Managing the business

and

Creating value for the customer
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In every business globally…

PERSPECTIVE IS EVERYTHING!

There are only two sides to the coin…

You are either customer-facing 

or

You support someone who is 

customer-facing
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The 

“Harvey Principle”
(Coloring Outside the Lines: Business 

Thoughts on Creativity, Marketing and Sales)

Jeff Tobe

Learn to see invisible 

opportunities where everyone 

else sees only visible 

limitations.



perspective

From every challenge 
comes an opportunity!



Learn to see invisible 

opportunities where others 

may see visible limitations!





It’s all about the “experience”



Are you Prepared to Make the 
Leap?

Satisfied
Customers

Loyal/Engaged
Customers

Customer

Service

Customer

EXPERIENCE



The future of the cold storage 

profession.



What is the…

EXPERIENCE???

(fill in the name of your 

organization here)



What is the…

EXPERIENCE???

(YOUR  NAME  HERE)



Every transaction cannot NOT be 

an experience for the customer!

How RANDOM or how 

MANAGED is the experience 

you are delivering?

Are the vast majority of geoprofessionals  delivering 

experiences without ever thinking about the big 

picture?



M
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Consider YOUR touch points

http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&docid=nWoUG1cSvQFiYM&tbnid=S2AU-wMvsvHvRM:&ved=0CAUQjRw&url=http://kerryandco.com/kerry-mulcrone/do-you-have-the-midas-touch/&ei=Ta41U9mONrKrsQSsvYGgCA&psig=AFQjCNE9qBIFyFdMMZJUD1w9QX2xY5LlnA&ust=1396113354148621
http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&docid=nWoUG1cSvQFiYM&tbnid=S2AU-wMvsvHvRM:&ved=0CAUQjRw&url=http://kerryandco.com/kerry-mulcrone/do-you-have-the-midas-touch/&ei=Ta41U9mONrKrsQSsvYGgCA&psig=AFQjCNE9qBIFyFdMMZJUD1w9QX2xY5LlnA&ust=1396113354148621


1) What effect…?

1. To be listened to

Radio Station WIIFM…



3) WHAT IF…?

1. To be listened to
2. To be understood

Radio Station WIIFM…



Listen to your environment for 

whispers of  opportunity!

Shattering the stereotype is all about communicating in a way in which 

they WANT to be communicated to!



Personality Profiles

Care Givers

Thinkers

I S F P





Then there are those pesky GENERATIONS!!

8% “Traditionals”

Graduated Before 1964

39.9% Baby Boomers

Graduated 1964-1982

35.7% Gen “X” 

Graduated 1983-1998

15.9% Gen “Y”

Graduated after 1998



Ambiguity

Reality

IS



100% responsibility for YOUR

customer touch points

means 0 excuses for the “FUTURE”



MUTUAL 

ACCOUNTABILITY…

Working toward common 

goals, and sharing ownership 

for results, attitudes, 

consequences and behaviors



Need to exercise our 
“risk muscles”

“Coloring Outside the Lines is 

scary business…”
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“Coloring Outside the Lines is 

scary business…”

www.jefftobe.com

1-412-759-5319

jeff@jefftobe.com



Copy of my 

Poem

http://www.jefftobe.com/pdf/coloring-outside-lines.pdf

http://www.jefftobe.com/pdf/coloring-outside-lines.pdf

