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The Challenge

How do you take a complex organizational strategy
from the boardroom to 36,000 employees on the
frontline?

Our Audience
36,000 field operations team members - drivers,

customer service agents, field supervisors, and
managers.

Key Insight
Field employees are disconnected from corporate

communication channels and don’t understand how
their role drives customer satisfaction.

Our Story

We're meeting employees “in stride” with stories that
translate complex strategy into simple behaviors.

Creative Craft

A film series showcasing real employees modeling key
behaviors in short, engaging mobile videos, supported
by visual signage and training for managers

Field team behavior change

Change Marketing™
at work
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Own Your
Relationship.

Know your customer.

Meet the need.

Surprise and delight.

Front Line Research Role-Based Behaviors

We traveled to various Republic location to spend time with the Translating corporate values into clear behaviors for every
people on the front line and learn how they “own their role”. role at Republic, from truck drivers to sales reps.


https://localpartnersllc.app.box.com/s/90qm5vldk7zlqnfrnobvh03ralbtwpd5/file/891523798473
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Film Series

Over 30 films introduced Customer Zeal behaviors
by showcasing real employees through docu-style
employee spotlights, interviews, and roundtables.

WHEN WE OWN OUR ROLES,

We all own
the customer
experience.
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Back Room Posters

Posters in every business unit showcase
real employees and reinforce desired
behaviors.

Change Marketing™

CISTOMER 2EAL MESSAGING

Messaging
Guidelines

Cut and paste language lromthis section when
Custome: Zeal in your commuanicaton:

Use active verbs to avoid the passive voice
Modzl customer-faang language bty avoiding jargon.

Highight stories of Republic employees to demoastrate
Customar Zealin action

Showcase the simall everyday ways Republic employess go
the extramile for our customers

Pull exarrples from across the organization, not st the field

Emprasize tha everyon? plays a rmle in Cusiomer Zes
either diractly or indirecly

CUSTOMER IEAL ACTIVATION

Employee ,
Recognition -

Share their story
Yisr e C pmer Zeal SharePwre w

CusomerZe

Praise publicly
Lve AN DUL Speilit v &

Write a personal note
Weite s rotea! gratihude dewcr q e wany they delvend forthe coctorr
Reward with tokens of appreciation
Whenan enployes demenstrates Cutome Jeal r

owar] them with 4 mocest 1car

Incorporate Customer Zealin performance reviews
Arit < < vl anay 7

Wiete Jp speafic exampies of eraoriinacy Custoner Zed and 234 Dam 1) their ergicye <
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Foster a friendly competition for demonstrating Customer Zcal
Create & rawiing roptw Rt now 80 re observe

v TOM enpioyee 20 empioree when they [
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Manager Training

at work

ADDITIONAL RESOURCES

*  Lustomer ZealShar:romt

* Nomnatean employee for a
Custormer Zeal Story

« Performance Review template

Mandatory training modules guide managers with
Customer Zeal messaging and tactics.


https://localpartnersllc.app.box.com/s/8rlsto0aqtyjfu0yav1n06mouhuafje3
https://localpartnersllc.app.box.com/s/vjh8b0c9k1wgukmepkxrgmat5lyo9zdi
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Increased NPS

As Customer Zeal traveled through Republic,
customer NPS scores increased, beating goals set
by the management team.

Culture Change

Customer Zeal took on a life of its own, embedding
into the culture, from performance reviews to
recognition programs.

“More important than safety”

Customer Zeal was so successful, it had become
more known and practiced than even safety. Now,
Republic leverages the same employee storytelling
system for safety related communications.




