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WHAT HAPPENED TO THE 
ROCK STARS? 
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NETFLIX DID NOT KILL 
BLOCKBUSTER. RIDICULOUS

LATE FEES DID
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UBER DIDN’T KILL THE TAXI 
BUSINESS

LIMITED ACCESS AND 
FARE CONTROL DID
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APPLE DIDN’T KILL THE RETAIL 
MUSIC INDUSTRY

FORCING FULL-LENGTH 
ALBUMS DID
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AMAZON DIDN’T KILL RETAIL

LACK OF EASE & 
SIMPLICITY DID
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AIRBNB ISN’T KILLING THE 
HOTEL INDUSTRY

LIMITED AVAILABILITY 
& PRICING DID
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SEASONED PERFORMANCE

AVERAGE PERFORMANCE

POOR PERFORMANCE

EXCEPTIONAL 
PERFORMANCE

SOUND PERFORMANCE

UNDER PERFORMING

ROCK STAR 

SOLID PERFORMANCE 
(UNTAPPED POTENTIAL)

BEGINNING 
Low (1) Medium (2) High (3)
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Consistent top performance 
• Seasoned organization 
• Leverage strengths across organization for 

growth

Exceptional performance 
• Seasoned organization 
• Leverage strengths across organization for 

growth 
• Infusion of new ideas/services to get to “rock 

star” status 

Extraordinary organization 
• Best-in-class 
• The one everyone is chasing 
• Industry disruptor

Average performance 
• Status quo is fine 
• Limited innovation 
• Let’s not “rock the boat”

Low performance 
• Missing metrics 
• In over-their-head 
• Steady decline in growth and/or prospects

Solid organization 
• On brink of “rock star” status 
• Need few pieces in place to complete the 

organization/team/product

New organization  
• Limited performance record 
• Innovative concept/ideas  
• High potential to succeed 

Under performing organization  
• Not living up to expectations 
• Average product/service base

Solid performance  
• Meeting expectations 
• Reputable in the market  
• Modest growth/innovation 
• Breaking point for most organizations – either 

move forward or decline
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WHAT IS
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CAPTURE OUR 
MEMBERS’

11
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HOW DO YOU FEEL?

Source: Gallup - American Satisfaction Index-
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F***.
14

INEF .
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What is it that really  
stands in the way  
of our success? 
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Too many look 
INSIDE OUT
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If You Always Do  
What You Always Did

YOU’LL ALWAYS GET  

WHAT YOU ALWAYS GOT
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But we must look  
OUTSIDE IN

Why do we exist?  

What would happen if we didn’t exist?

Why do we do what we do?
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Two years from now, you 
open The NY Times and 
see an article with great 
news about YOUR CLUB 

What does this “success” 
news headline state?
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BASIC PRODUCT SATISFIED ATTACH

1960 Clean Room Soap & Shampoo
B&W TELEVISION 
OUTDOOR POOL

1980
Clean Room 
Soap & Shampoo 
Color TV

Indoor Pool 
Cable TV

FREE HBO 
COFFEE POT & MICROWAVE 
ROOM HAIRDRYER 
DONUTS & COFFEE

2018

Clean Room 

Iron & Ironing Board 

100 Channels 

Organic Coffee, Microwave 

Wireless Internet 

Fruit & Coffee 

Exercise Room

In-Room Movies  

Complimentary Toiletries 

Fresh Baked Cookies 

Honor Points  

Free Netflix 

Frequent-Flyer Points

NO FRONT DESK 

BREAKFAST ‘ON THE GO’ 

‘PACK LIGHT, STAY FIT’ 

APP = ROOM KEY 

FOAM OR FEATHER?
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People Don’t Buy What We Do

THEY BUY WHY WE DO IT.
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It’s because we’re BORED people!We NEED a reason to be ATTACHED.Everyone offers the same thing!

If I can RELATE to you on an EMOTIONAL 
level - 	

you get my attention	

(period)

We CRAVE an EXPERIENCE!
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BASIC 
PRODUCT

ADDITIONAL 
EXPECTATIONS

10%

EMOTIONAL	
CONNECTION
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It is very easy to be the  
best at what you do.

IT IS VERY DIFFICULT TO  
APPEAR TO BE THE  
BEST AT WHAT YOU DO.
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CONNECTING CLUES

Stimuli associated with 

THINGS

E N V I R O N M E N T

C U L T U R E

Stimuli associated with 

PEOPLE

O P E R A T I O N S

Goods & Services 

YES OR NO
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CLUES EMOTION MEMORY BEHAVIOR
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C U L T U R E

assurance & empathy

E N V I R O N M E N T

expectations & value creation

O P E R A T I O N S

trust & confidence

CLUES MEMBER

E M O T I O N A L

beyond rational

R A T I O N A L

calculated perceptions

ATTACHMENT

SATISFACTION
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RFQRLE MAKF THFIB MFANJNC
PEOPLE MAKE THEIR MEANING
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Over 25 Diverse Experience 
Audits in Minnesota, Wisconsin, 

San Francisco & Chicago

SPORTING GOODS

FOODS

APPAREL

RETAIL

HOSPITALITY

HEALTH & WELLNESS

TRANSPORTATION

NON-PROFIT ORGANIZATIONS

SEVEN TIMES 
THE SHARE
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Image courtesy of Apple.
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100% of the Service 

8% of the Experience

EXITWALKORIENTQUEUEWAITASKWALKSEEORIENTENTERPARKFIND NEED

EXPERIENCE JOURNEY

CLUES CLUES
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EIGHT TOUGH 
QUESTIONS What is  

Original? Relevant? Defensible?

What are you  
Best at? First at? Different at?

What should the first experience say?

What is the compelling reason to return?
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Contrasts 
Provides surprise and 

promotes imagining life 
with the products.

Values Wall 
Prominently displayed   

company.

Artistic Work 
Hand-crafted woodwork and attention to details 

message  high-quality products and experiences.

Thinking, Learning 
Comfortable designer chairs 

with books and magazines 
invite thought, rest, and 

simply hang out.

Real-Life Displays 
Provide a direct glimpse 

into the past. 
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A Business Is Not A 
Brand To Be Built
It’s A Cause To Be 

Believed In
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What Will You  
Be Famous For?
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“PASSIONLESS” 
INDUSTRY 

Customers have been pushed out 

The BRANCH is the STAGE  

Financial products = commodities = price 
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Customers who don’t know they 
are customers yet....


Not a single “teller” financial 
transaction takes place. 
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Internet Deposits 2017

75



© 2017 by Miron Construction Co., Inc. All rights reserved.niron-construction.com

76

MIX IT UP  
PEOPLE Why does everyone mimic  

everyone else in business? 

Why do all organizations act the same way ? 

For that matter, why do almost all airlines, 
electronics, financials or  clubs act in the 
same way?  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IGNAS  
SEMMELWEIS
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Worlds top furniture designer
 and manufacturer.

International Leader in
Sustainability.
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The Greenhouse
Pilot LEED Building 
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William McDonough Paper Wasps Take Over Customers
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Brilliant Entomologist
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Enter 600,000 Honey Bees

Bonus: 5000 pounds of honey annually
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What is your story?

What is your role in that story?
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STEVE TYINK 
VICE PRESIDENT OF BUSINESS INNOVATION 

920.969.7047

steve.tyink@miron-construction.com

miron-construction.com

THANK YOU
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