
 
Seminar ideas for the post COVID economy  

(can be presented LIVE and Virtual) 

Challenging doesn’t even begin to describe the year that most people and 
organizations went through in 2020.  Moving forward in 2021 it will take vision, strategy, 

innovation, and adaptability.  It will also take training, as most organizations will only 
get a few opportunities (if that many) to wow customers and keep them coming back.   

Bob Pacanovsky understands all of this, and he has adapted his seminars for 2021 to 
make sure he is covering the key points that any business needs to have regarding 

Service Excellence, Hospitality, and Leadership. 

Customer Service won’t work any longer in 2021- but this will! 
 

Interacting with a customer or prospect has taken a dramatic turn in 2021 (and beyond). 
Having face-to-face meetings has now been replaced by Zoom (or another platform). 
Handshakes and hugs have been replaced by masks and social distancing.  

How do we connect with people? If it is just about delivering standard Customer 
Service- that may not work.  We need more – we need to deliver Maximum Hospitality 
with Minimal Touch!  

Bob Pacanovsky describes why the Principles of Hospitality are more important than 
ever before to deliver a powerful customer experience! Even with the potential of 
minimal "human touch", Bob will help you and your organization discover the tools that 
will help create first-class service and first-class experiences!  This new seminar takes 
Bob's signature seminar- Creating the Black Tie Customer Experience, and adds specific 
action steps based on what we are all encountering right now to deliver Maximum 
Hospitality with Minimal Touch. 

Attendees will discover that there are four additional components of the Hospitality 
Business that we need to concentrate on, and implement as we get back to engaging 
with our patrons.  
They are--- Being in…  

- The Connection Business 
- The Engagement Business 
- The WOW Business 
- The Peace of Mind Business 
 

Now more than ever, (and even with social distancing), these concepts are needed to 
make our customers feel valued, and engaged with our organization.   
 



 
 

What in the world is Hospitality Leadership?  

And why it is needed! 
 

You don’t have to be in the hospitality business to focus on the power of hospitality.  

The Gallup study tells us that only 33% of employees are actively engaged today at work.  

And now that some organizations have moved to a “virtual workforce”, it can be even 

more challenging to make sure everyone is engaged.  How do we change this mindset 

within our companies?  It starts with not just leadership, but hospitality leadership.  

But what is hospitality? A definition of it is, “the art of making a personal connection 

with someone.” If this is true, then aren’t we all, first and foremost, in the hospitality (or 

people) business?  

In this seminar, we will look at 8 Principles of Hospitality Leadership that help us focus 

on understanding that we are in the people business first, and foremost. Principles like 

trust, excellence, and appreciation, which may seem to many as common sense, yet are 

not a part of the common practice for some leaders today.  

This seminar will help you engage, retain and create more loyal employees and 

customers for your organization by implementing these 8 principles of Hospitality to 

your leadership style.   

 

 

 

 

 

 

 

 

 

 

 



 
 

Becoming your customer- what do you see?   
Would YOU do business with YOU?  

Trust. Comfort. Peace of mind.  Cleanliness. These traits and others are now front and 
center in the minds of your customers.  If there ever was a time to think and act like 
your customer, now would be that time.  Every sense is now heightened for them about 
your business.  All of their five senses are going to be on a “high-alert” due to the 
pandemic we are going through.  It’s about getting back to the basics.   

That’s why the “Impact Points” in your organization may now be one of the most 
important elements in creating a top-notch Customer Experience.   

What if you could give your members an interactive seminar where for 45, 60, or 90 
minutes we transform them into a customer in their organization and take them on an 
interactive journey on the life cycle of Impact Points?  One where they get to play an 
active role on what they see as a customer or prospect in their organization?  We’ll take 
a deep dive into how these “impact points” affect the way people see your business and 
the people that work for it.     
 
This seminar gives you the three stages of Impact Points that every customer goes 
through.  And sometimes the impact you make is in the little details that you will be 
doing for them.  However, you need to see it through their eyes first.  Once you do this, 
you can know design the experience before, during and after the sales process.   
 
Learn: 
-What Impact Points are and why they are important to the customer experience 
-How to design the customer experience based on your Impact Points 
-Identify & implement the steps in helping create a Brand Ambassador- through Impact 
Points! 
 
 

 

 

 



 
 

Onboarding & Training Principles 

How to make your onboarding/training customer experience program 
stick like glue!  

(It’s all about the 4 I’s!) 
 

One of the keys of a successful On Boarding program when it comes to delivering a 
consistent Customer Service Experience is utilizing the “4 I” approach.  Unfortunately, 
most programs only produce the first “I”, and then they wonder why staff are not leaving 
them.  Every successful company has consistent “Standards of Excellence” (SOE). It’s 
“their way” of creating the Customer Experience. Think of these SOE’s as  
“your Commandments”, ones that are created with input from many and are non-
negotiable.  Once you have these in place, you now need to make sure that they are 
taught, practiced, and followed.  And that is usually where the disconnect takes place.  
 
Will your employees be able to practice and implement your Standards of Excellence?  
Only if they know how.   

In this seminar, you will learn how to develop your SOE’s and then use the 4 I approach 
to training that Bob has created to make sure your staff becomes passionate about “your 
company way of treating the customers” – your Standards of Excellence.   The 4 I’s are-   

Instruction 

Involvement 

Inspiration 

Implementation  

With this training, your SOE’s go from robotic to personalized, purposeful, and 
passionate. 

 


