
3GC03 03/03/2015 15:23:48 Page 18

Good

Average

Great

Exceptional

Toxic

12%

25%

30%

30%

3%

The Five Levels of the Exper ience

LEVEL ONE (TOXIC): 30 PERCENT

L 1 Defined: “Service that comes across as apathetic, indiffer-
ent, and disengaged while providing an Experience that is both
impersonal and offensive.”

The definition we’ve developed for “Toxic” is that the service
provided actually offends and frustrates the customers. In simplified
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Defining Level of Engagement

• Champions are employees who tend to love their job, care
about customers, and believe in the company and the work
they do.

• Not engaged employees are essentially going through the
motions. They have lost their passion and purpose for the
work they do. This is just a job to them.

• Combative employees tend to be frustrated and angry at
work. Unlike their “not engaged” counterparts, Combative
employees can be saboteurs and can undermine the success
of their coworkers and the company at large.

Source: Adapted from
Gallup Management

Journal, December 8,
2005.

According to research by the Gallup company (Gallup Manage-
ment Journal, December 8, 2005), only 27 percent of employees are
“Engaged,”or as we call them, “Champions,”59 percent are “Disengaged”
and a scary 14 percent are “Actively Disengaged” or as we refer to them,
“Combative.” This means that 73 percent of the employees in any
organization are not fully engaged or vested in their jobs.

The good news is that the 27 percent who are actively engaged have
all the opportunity to differentiate themselves from most of their

Response 4.2: Engagement 189
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Chapter
Eight
Principle 5:
Exceptionals

You can design and create, and build the most wonderful place in the
world. But it takes people to make the dream a reality.

—Walt Disney

S ynonyms for the word exceptional include rare, extraordinary,
excellent, and superior. We can’t possibly expect to live up to these

powerful words even with an above-average effort or level of execution.
The secret behind the Experience is the relational expertise and
execution that come from the people who own and are in charge of
its delivery. As we have already stated, we would summarize this book as
a tool for creating Ambassadors of the Experience, and it is impossible to
deliver an Exceptional Experience without internal Ambassadors. If the
management team and employees are not prepared, empowered, and
responsible for the Experience, creating and executing the Exceptional
become an impossibility. The Experience must be internalized within
the organization and its people.
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