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How is your business?

Have you thought or even said....

• “I have no budget, we can’t train our team!” 

• “What if we train them and they leave?”

When the real question is, “What if we don’t 
and they stay?”

What makes you remember a store, a restaurant, 
a hotel, a car dealership a business? The people. 
Yes, the quality of the products or the food is 
important. But, if you’re like me, you know at 
least three places that sell or offer the same 
thing. Which one do you choose?

Aren’t we all looking for the “EXPERIENCE?” 

The experience can ONLY be created by people, 
the products have nothing to do with it. I’m sure 
many of you have stayed in a wonderful hotel 
only to find that the TV, or some other amenity, 
doesn’t work when you get there. The TV not 
working doesn’t determine your “experience.” 
How they handle the issue DOES determine if 
you’ll pay to go back.  

Statistics prove that getting our customers in the 
door is relatively “cheap” compared to the loss 
of customer retention.  In Steven Little’s book, 
The Milkshake Moment, (see our book review) 
he discusses Home Depot’s plummet from being 
#2 of ALL retailers in 2000 to “dead last” in 
2005. He attributes this to the change of 
leadership which resulted in no longer investing 
in the greatest asset they had- their people. 
While Home Depot had been on the leading 
edge of “customer service” they were now 
spending no money on the development of their 
people which translated into a huge loss of 
income.

THE TIME IS NOW! If you don’t train your 
current assets now when things are slow, what 
happens when we all recover, as we surely will.

I’d like to share a situation that happened at one 
of our Mercedes Benz clients who is no longer in 
business. Times had been great, their business 
better than ever. But as history has it, the 
economy got slower. They called us because they 
were trying to turn their business around. One of 
first the things we did was call their customers. 
The customer I spoke with was incredibly 
frustrated because he had gone into the 
dealership, put a huge deposit on a new 
$200,000 not-in-stock sports car and was told by 
the sales person that he would be called monthly 
and kept up-to-date on the delivery status. It had 
been 4 months and he hadn’t been called. When 
he called the dealership, no one returned his 
call. The thing is, he wanted the car so he was 
putting up with the bad service. When I asked 
him who his sales person was, he had no idea.  

What does that tell us? In good times the 
business just comes. But if we don’t work hard 
and exceed our customer’s expectations when 
things are good, when we get slower- we have 
no pipeline and no leg to stand on in this 
competitive world in which we live. We cannot 
rest on our laurels. 

Our relationships are the cornerstone of our 
survival during times of economic challenge and 
the foundation of our success when “happy days 
are here again.”

So, how do we handle this in these difficult and 
unsecured economic times?

Work harder than ever building strong, well 
prepared individuals who love where they work. 

How do business leaders expect their employees 
to make money and make the businesses more 
successful when the leaders don’t care enough to 
invest in their employees’ individual success? 

Take the time and invest in your assets- your 
people. Your business depends on it!

 - Kim Zoller
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1. How many seconds does it take to 
make a first impression?
 a. 300 seconds
 b. 7 seconds

c. 1,983,456 seconds

2. When at a business dinner, one 
should begin eating when: 
 a. One is hungry
 b. The host begins eating
 c. One has been served

3. What should one include when 
leaving a voicemail message?

 a. Name, time, no number 
      because everyone has 
      memorized it
 b. Name, number, brief synopsis of 
      the days events, and a short to       
      do list
 c. Name, number, and the 
      purpose of your call

4. After a meeting, a thank you note 
should be:

 a. Personalized, and emailed
 b. Handwritten, personalized,  
      and sent by mail
 c. Thank you notes are not 
      necessary

What is your ID IQ?

For answers, please look at the bottom of the 

last page.

F E AT U R E D  C O U R S E  O F  T H E  Q U A R T E R

"It is not by accident that the happiest people are those who make a conscious effort to 
live useful lives. Their happiness, of course, is not a shallow exhilaration where life is 
one continuous intoxicating party. Rather, their happiness is a deep sense of inner 
peace that comes when they believe their lives have meaning and that they are making 
a difference for good in the world." 

                    - Ernest A. Fitzgerald 

 

BUILDING YOUR BRAND 

What Is  Your Perce ived Value? 

 

PURPOSE 

 
Personal branding is the process by which people and their careers 
are marketed as brands. The personal branding concept suggests  that 
success comes from self-packaging..  How you brand 
yourself/position yourself in the workplace is how other people 
identify you and your organization.  Creating a personal brand seeks 
to increase a person’s perceived value asnd  increase brand equity.  

DESCRIPTION 

 
This course is designed to enhance your brand equity by increasing 
your value in your company. You will gain strategies to build your 
personal brand as it relates to the brand of your organization. 

TOPICS COVERED 

 
!  Attitude 
!  First impressions – tying this into your “brand” goal 
!  Building your personal brand 
!  Building credibility  
!  Increasing your value through your brand 
!  Identifying your organizations’ corporate culture 
!  Aligning your personal brand with your organizations’ 
!  Branding through consistent credibility 

BENEFITS 
 

 
!  Ability to project your organizations’ brand   
!  Represent yourself and your business appropriately 
!  Improve credibility and value 
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Daryl Flood, Inc. Ð the company

Daryl Flood Warehouse & Movers was incorporated in 
April of 1982.  Daryl Flood describes the vision of the 
company when it Þrst began operation:  ÒMy intention 
was to build a moving  company that would stand apart 
from all others by offering  exceptional service at a fair 
price, treating  its customers and their possessions with 
respect, and attracting  the  best and brightest employees 
who shared the same attitude and willingness to serve.Ò 
This vision has remained unchanged for the last 26 
years and continues to motivate  the companyÕs 
operations.

Today, the company is one of the fastest growing 
relocation and transportation companies in the country 
with annual sales exceeding  $46,000,000.  This is 
attributed in part to its culture of customer satisfaction. 
The company has won many achievement awards for 
growth, quality, and leadership  in the relocation 
industry over the years including:  Agent of the Year, 
International Agent of the Year, and the PresidentÕs 
Award.

Headquartered in Dallas/Ft. Worth Texas, Daryl Flood is 
independently  owned and operates locations in Dallas, 
Houston and Austin. Daryl Flood Inc. exclusively 
represents Mayßower Transit for domestic household 
goods relocations and UniGroup  Worldwide UTS for 
international household relocation activity.

Change has been an underlining  theme throughout the 
development of Daryl Flood Inc. Jeff Talbot, Vice 
President of Operations at Daryl Flood Inc., answered 
some questions about his experiences with change:

Q. What have your years of experience taught you 
about change?
Jeff Talbot: After 30 years, you start to realize that 
change is going  to happen no matter what you do or 
think. Sometimes you create  it, plan for it, or anticipate 
it, but the bottom line is: It happens.

Q. What is the most challenging  part of managing 
during a period of change?
Jeff Talbot: Keeping  people focused. It is my job to help 
them look for the upside, and Þnd opportunities. 
Everyone reacts differently to change; you have to really 
know your people.

Q. What has been the biggest benefit to come along 
with change/growth of Daryl Flood Inc.?
Jeff Talbot: The opportunity to see others grow as a result 
of change is the biggest beneÞt for me. There are very 
few things that bring  more satisfaction than seeing 
others succeed.

Q. Do you  find  that people embrace change, or shy 
away from it? Why?
Jeff Talbot: Everybody is different. The tool that has 
helped me the most in getting  to know my team has 
been the Strength Finders Program. If you take the time 
to get to know your team, and what makes them tick, 
you have a much better chance at winning. Strength 
Finders has shown me what each personÕs speciÞc 
talents are; by knowing  this, I can place each person in 
a position where they can be most successful.

Q. How have you  seen  your employee’s individual 
growth affected by change?
Jeff Talbot: They mature personally and professionally. 
They may not enjoy dealing  with the change, but I 
believe that it is my Þrst priority to make sure that they 
win or succeed at their job (personally too).

Q. What do you think is the most important thing  to 
keep  in  mind  when managing  people while 
experiencing change?
Jeff Talbot: Communicate well. This means listening  Þrst, 
and speaking second.

Image Dynamics has been partnering  with Daryl Flood 
Inc. for 14 years. Together they started, and continue to 
maintain Daryl Flood University. In addition, Image 
Dynamics has written and conducted a variety of sales 
and service training  constantly improving  upon Daryl 
FloodÕs commitment to individual and professional 
growth.

YOU CAN CONTACT DARYL FLOOD AT:
972-745-9400

www.darylflood.com

�$�M�J�F�O�U���1�S�P�p�M�F�����%�B�S�Z�M���'�M�P�P�E�
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Keith Lebowitz

Ever feel your stomach churn right 
before you have to speak in front of a 
group?  How bout in front of your 
peers?  I knew a guy who used to get 
“stuck in the bathroom” before every 
broadcast he did for an “un-named” 
network he used to work for.  In fact, 
he once go so nervous during a 
broadcast he… well I won’t go there.

It’s funny how we can have normal 
day-to-day conversations with our 
business associates and friends, and 
not think twice about what we’re going 
to say.  We don’t have any fears of 
conversation one on one or within a 
group of friends because we are in a 
comfort zone.  But slate a date to make 
a presentation, or a keynote speech in 
front of a group, and we freeze up.

I’ve been in the broadcast business and 
public speaking business for nearly 18-
years, and have found several ways to 
relax myself nearly every time.  Not to 
say that I don’t get nervous from time 
to time, but by utilizing a few precious 
skills that I’ve learned from watching 
the best in the business do, I’m able to 
channel those nerves into energy.

A couple of key points:  Practice out 
loud the night before your speaking/on-
air event.  Nothing can prepare you 
better than standing in front of a mirror 
(no joke) and watching yourself deliver 
a speech.  Think about it.  Who is our 
biggest critic (other than mom)?  
Yourself.  One of the biggest fears of 
people who have to speak in front of 
others is “how do I look?”.  Practice 
aloud, and watch your face to see if 
you have an engaging look on it.  You 
wouldn’t believe how much better 
you’ll feel when you are announced for 
your presentation, and you know how 
to turn on the “happy look” switch.

Next, try NOT to write out your entire 
speech.  Have a couple of note cards.  
Nothing is worse that watching a 
person on stage, in the middle of a 

presentation, looking down and trying 
to find their place.  Key words work 
best!  You have obviously been 
selected to speak because of your 
knowledge of a topic.  You know what 
you’re talking about.  You don’t need a 
script when talking to friends do you?  
Have a key word or two on each note 
card to trigger your “train of thought”.

Finally, constantly look around the 
room.  Not in a way that looks like 
you’re on a roller-coaster ride, but in 
the same way you would look while 
having a conversation with your 
friends.  Imagine talking to three 
people.  One on your left, one in the 
middle, and one on the right.  By your 
head movements, you will be able to 
hide any fears you have of being in 
front of a huge crowd.  Remember, you 
are most engaging and comfortable 
talking amongst peers.  Have a 
conversation with your audience.  Be 
yourself.

With these few guidelines, I hope your 
next keynote presentation brings you 
out of the bathroom, and into the 
boardroom.

Who is Keith Lebowitz?

�$�P�O�R�V�F�S���:�P�V�S���'�F�B�S�T���P�G���1�V�C�M�J�D���4�Q�F�B�L�J�O�H

1. Considering the company that 

we keep. As we grow, it is 

important that our relationships 

grow as well. Surround yourself 

with people who can either 

mentor, or encourage you as set 

and achieve your goals.

2. The art of patience. Patience can 

be one of your your most 

valuable tools. The ability to 

remain patient while working 

through a challenge will help you 

to clearly communicate your 

viewpoint, and effectively find 

solutions.

3. A passion for each day. Each day 

offers new challenges and 

opportunities. Do not be so 

caught up in tomorrow, that you 

forget to appreciate each day for 

itself. Life is a journey, not a 

sprint.

4. Using our words wisely. 

Sometimes one word can make or 

break your reputation in the eyes 

of someone else. Be conscious of 

your words, and the attitude that 

is behind them.

5. Learning does not end with a 

diploma. Each situation that 

presents itself to us should be 

viewed as an opportunity to 

learn. 

Keith Lebowitz's experience as a 

sports reporter and sports show 

anchor is considerable. He's been 

acknowledged with industry awards 

numerous times: a 2001 honor from 

The Associated Press for the Fox Sports 

Net show "Southwest Sports Report," a 

1996 Emmy winner in the Los Angeles 

area for outstanding sports reporting 

on KTTV Fox Television, a 1990 

Golden Mike Award for best sportscast 

at KCSN in Los Angeles and honors for 

his work as a reporter in 1999 for the 

Emmy Award-winning "Season of 

Speed" at KTVT CBS 11 in Dallas. He 

has interviewed many of the greats 

including Michael Jordan, Wayne 

Gretzky and Troy Aikman. 
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Jennah Talbot
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Assertiveness 
Branding 
Business Creativity 
Business Protocol 
Business Writing and Grammar 

Skills 
Change Management 
Coaching – Individual and 

Group 
Creating Your Vision 
Communication Skills 
Consensus Planning - Strategic 

Planning 
Conflict Management 
Credibility 
Customer Service/Client 

Service 
Dining Protocol 
Diversity 
Email Protocol/Netiquette  
Everyday Creativity  
Fish! Catch the Energy 
Generation Workforce Gaps 
Generation M 
Goal Setting 

Healthy Lifestyle Habits (Work/
Life Balance) 

Interviewing Skills 
Leadership Skills 
Listening Skills 
Managing Perceptions 
Meeting Facilitation 
Mentoring and Coaching 
Multicultural Business Protocol 

and 
Practices 
Negotiation Skills 
Networking 
Presentation Skills 
Process and Problem Solving 
Process and System Thinking 
Project Management 
Sales and Relationship Building  
Strategic Planning 
Stress Management 
Team Building 
Telephone Protocol 
Time and Focus Management 
“Who Moved My Cheese?” – 

Dealing with Change

�1�P�Q�V�M�B�S���$�P�V�S�T�F���0�G�G�F�S�J�O�H�T
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We would love to 

hear from you

Phone: 214.361.2687

Fax: 214.361.2794

imagedynamics@idimage.com

www.idimage.com

Colleen Snyder

The Milkshake Moment
by Steven S. Little

Little uses the frustrating and true story of his 
unsuccessful attempts to order a simple milkshake to 
illustrate the opportunities available to companies 
through their employees willingness to think. It is the 
responsibility of the organization to let their people 
know they are “allowed” to do the right thing, by 
encouraging creativity, flexibility, and the overall 
capability and permission to respond to opportunity at 
every level. He attributes a company’s success to a true 
“growth leader” who understands the difference 
between being managed and being led. He provides 
actionable advice in an engaging and entertaining story.

Silos, Politics and Turf Wars
by Patrick Lencioni

In yet another fabulous leadership fable Patrick Lencioni 
illustrates the barriers that turn colleagues into 

competitors. He clearly demonstrates how to diminish 
the maddening results of organizational politics by 
achieving a delicate balance between predicting what is 
going to happen over the long term and responding to 
unexpected circumstances along the way. Using the 
right amount of context without unnecessary restrictions 
while rallying all employees around a thematic goal is 
essential. Lencioni's theory is companies wait for a crisis 
to pull together and most often that is far too late.  

�*�N�B�H�F���%�Z�O�B�N�J�D� �̀T���#�P�P�L���$�M�V�C����What We Are Reading This Quarter

ÒThe ultimate measure of 
a man is not where he 
stands in moments of 
comfort, but where he 
stands at times of 
challenge and 
controversy.Ó

   - Martin Luther King, Jr.

ID I.Q. ANSWERS: B,B,C,B
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