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Make brilliant service your ‘point 
of difference’ and measure it 
with customer appreciation and 
predictable loyalty.

There has never been a more critical time 
to master team leadership and customer 
experience. Customer loyalty is the new 
gold standard of business. If you don’t have 
it tightly structured and managed, you are 
at great risk of your competitors moving in 
on your most valuable asset: your customer 
base.

2020 will be the most significant year of 
mastering our challenges. In a COVID-19 
reality, you must expect the unexpected. The 
only certainty is uncertainty. What got you to 
this point may not get you to the next. 

So what can you predict? What can you 
control in an environment that changes 
every week? How do you empower a culture 
of people to go beyond what they believed 
they could achieve? The solution is in your 
executive leadership team. Now more than 
ever your front line and operations team 
need their guidance to be greater than they 
ever were before. Last year’s standards just 
won’t cut it like it used to. With no more 
status quo in customer experience, we all 
have to find ways to improve.

Introduction



www.saguity.com4

Working from home, homeschooling the kids 
and managing government restrictions while 
delivering value to our team and customers 
all in a single day is proving to be an extreme 
test of resilience for a vast majority of 
companies. The key to any change is always 
how to keep it simple and how to make it 
predictable. What principles that have stood 
the test of time are you implementing to 
ensure you and your team stay ahead of 
your competition? What tools are you using 
to empower your organisation and support 
their work, family and needs? What are you 
doing to be the leader they seek?

Immutable laws are principles that don’t 
need to be proven, like gravity. There are 
immutable laws of culture and service that 
define the character of a market-leading 
company and a winning team. These 
principles and distinctions have enabled 
some of the most influential companies.

So what are they, and how do you know 
they will work for you? What would be the 
true measure of assessment that holds the 
most powerful argument? The only judge 
you can trust here is the customer and 
how he or she chooses to share his or her 
wallet. Most companies are unaware of 
the foundational principles of culture and 
service, as evidenced by the fact that most 
are in a price war while top companies in 
every market rarely have to discount.

Simplicity only exists on the other side of 
complexity. There are no shortcuts to no. 1 
and excellence. There are, however, more 

efficient ways to get there. We at Saguity 
have researched over half a million end-
user customers on behalf of our customers 
against a scorecard of 10/10. We have 
assessed hundreds of companies across 
multiple sectors and found the common 
threads that exist in the best cultures 
and service standards. We have identified 
these threads within the immutable laws 
of business as defined by Buckminster 
Fuller and W. Edwards Deming and adapted 
them into the loyalty metric Customer 
Appreciation™. Customer Appreciation™ 
beyond the grasp of the outdated principle 
and measurement of customer ‘satisfaction’. 
Customer Appreciation™ is the heart 
connection of your team and your market.

Saguity founder Darrell Hardidge has created 
a unique series of team masterclasses that 
identify the immutable laws of business and 
translate them into a simple and easy-to 
follow-process that empowers leaders and 
their teams to take charge of their culture 
and service standards. Helping your team 
to innovate excellence is the best and most 
effective way to create a standard of service 
that sets your company apart from the 
rest. Darrell has presented to thousands of 
team members and leaders and has now 
adapted his delivery into a remote learning 
format and shifted the theme to COVID 
-19. His sessions are live and interactive. 
Regardless of where your team is located, 
Darrell will engage and involve each member 
in developing market-winning strategies, and 
your leaders will have a new golden toolbox 
of principles to use.
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DIFFERENT ISNT 
ALWAYS BETTER, BUT 
BETTER IS ALWAYS 
DIFFERENT
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Being cheap won’t make you 
great, but being the greatest will 
make you cheap.

—  Darrell Hardidge

What are they?

Darrell’s masterclasses are a one-of-a-kind 
experience. They follow the principles 
of accelerated learning and involve 100 
percent participation and engagement.

Although his masterclasses follow a 
standard guideline, Darrell can customise 
each one to suit your company’s needs. He 
can also fully customise a masterclass for 
your company and implement an ongoing 
training program to optimise your team and 
customer loyalty. 

Whether you need a quick 30-minute 
pep talk to get the team thinking before 

Team Training 
Masterclasses

a meeting or a full day’s conference, 
Darrell can engage your team at any level 
you require. Get in touch today and start 
your journey to optimising customer 
appreciation and creating your pathway to 
becoming no. 1. 

There has never been a more critical time 
to hold unshakable customer loyalty. There 
has never been a future where businesses 
must ensure they have it to survive.
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The power of 10/10
customer service

‘10/10 or nothing’ will become your team’s 

new mantra—not just for the market, but 

for each other as well. This masterclass 

covers the foundations of quality service at 

the highest level, including all the significant 

touchpoints across your company and 

within your team dynamics. The power of 

10/10 enables a predictable process that 

empowers individuals to set up and commit 

to excellence.

How to recession-proof 
your customer experience 

There has never been a more critical time 

to deliver service excellence to protect 

customer loyalty. This masterclass details 

important principles and distinctions that 

will ensure your team is empowered to 

protect your no. 1 asset: the customer 

base. Learn the simple steps to setting up a 

customer experience mindset that ensures 

every person on your team goes above and 

beyond to protect loyalty.

The 7 steps to
unshakable loyalty

Any experienced manager will understand 

the basics of loyalty. The problem is that 

most are based upon a flawed process. 

Darrell has created a unique 7-step ladder 

of loyalty that covers all aspects of your 

company and ensures that everyone is on 

the same page. This masterclass covers 

part two of his book, The Client Revolution, 

which defines service excellence and how to 

predict unshakable loyalty.

Leadership: it’s all
about prediction

With so much training and development, 

how can there be such a lack of quality 

leadership? Based on the key distinctions of 

leading companies such as Toyota, Lexus, 

and Honda, this masterclass will change 

the way your leadership team engages with 

all parts of your organisation. Using the 

foundational leadership principles of W. 

Edwards Deming, Darrell will transform your 

team beliefs to ensure optimal results.
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The compounding
revenue formula

Most companies are not aware of the four 

critical steps for optimising revenue and 

how these steps work together. They waste 

a fortune investing in strategies that don’t 

have all four in balance. In this masterclass, 

Darrell covers how to test and measure 

results. He illustrates a minimum 21% 

growth to ensure your team is clear on how 

to generate high margin and deliver the best 

possible customer experience.

How to avoid the
price trap

If you want to massively reduce or 

completely remove the focus on price in 

your business, then this masterclass is 

essential. It covers the key principles of what 

defines a price-driven market and how to 

move beyond the competition into a value-

driven market. This masterclass will outline 

proven strategies and help you define 

your own unique value-driven customer 

experience processes.

How to build a
10/10 team culture

How do no. 1 companies attract the best 

people without having to pay the most? 

How do they get their teams to deliver 

the highest standard of service? This 

masterclass covers building a 10/10 team 

that delivers the highest standards of 

service and fosters unshakable loyalty. It 

reflects on how no. 1 companies inspire 

individuals to be their best while their 

competitors have to constantly motivate.

The 10
commandments

This masterclass covers the 10 principles 

of mastering customer appreciation and 

loyalty. Based on Darrell’s best selling book 

The 10 Commandments of Client Appreciation, 

the class examines the key elements behind 

team culture and its processes. Based on 

the research insights of some Australia’s 

leading businesses, Darrell will ensure you 

and your team comprehensively understand 

what it takes to be no. 1 in customer service.
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OBSESS OVER 
YOUR CUSTOMERS, 
NOT OVER YOUR 
COMPETITORS
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CCEO, CX Strategy Expert, Best 
Selling Author, Professional 
Speaker, Media Commentator

Darrell is an industry-leading expert in 
optimising client loyalty for businesses. A 
leading speaker with the CEO Institute and 
major corporates, Darrell is highly sought 
after to deliver in-house seminars and 
workshops on optimising client experience. 
His customer service strategies and 
training have guided and influenced some 
of Australia’s leading companies, including 
APT travel, STIHL, Dahlsens, Honda MPE, 
Pronto Software and Travel Marvel. Darrell’s 
knowledge of how to define your point of 
difference through service excellence is the 
secret weapon of many organisations.

Darrell travels internationally and across 
Australia as an inspirational and engaging 
speaker whose understanding of client 
appreciation is a powerful asset for a 
modern company of any size striving to 
become no.1.

Darrell is the published author of The 
Client Revolution and bestseller The 10 
Commandments of Client Appreciation. 
case. Appreciation Certified™ gives you 
the opportunity to define your unique 
identifiers and set your business apart from 
the market.

About
Darrell Hardidge

About
Saguity
Darrell is the founder and CEO of 
Saguity, a specialist company that 
helps businesses understand what 
creates unshakable customer loyalty. 
Innovator of the service excellence 
index Appreciation Certified™, 
Saguity instructs businesses on 
how to understand the real risk 
and value of their customer base. 
The Saguity team has interviewed 
over 550,000 end-user customers 
from hundreds of companies and 
identified the critical drivers behind a 
no. 1 company and a no. 1 team. The 
information curated and analysed 
over 10 years of phone-based 
customer research has enabled a 
process that ensures team culture 
is grounded in the principles that 
define optimal performance.
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