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Remember To Walk The Park (Or Auto Parts Store) Like
Wa.lt Disney TO Find Things T() Impl‘ove | Counterman blog by Mark Phillips, December 1, 2015

Doug Lipp's most recent book is “Disney U: How Disney
University Develops the World's Most Engaged, Loyal, and

Customer-Centric Employees.

oug Lipp, author and former “Disney U: How Disney University
leader of Disney’s world-renowned ~ Develops the World’s Most Engaged,'
employee development program,  Loyal, and  Customer-Centric
drew hundreds of people to the Palace  Employees” and took part in a ques-
Theatre on Wednesday. The Stark County  tion and answer session, according to
District Library brought Lipp in as a  the library. Library workers and other
featured speaker.’ area business employees attended the
event.
Currently a consultant, keynote speaker,
and eight-time business author, Lipp shared

lessons from his most recent book

Former Disney Exec Shares Some Of Its Secrets
With Stal'k BusineSSeS | By CantonRep.com Staff Reporter

hat can you learn during a

business management talk

that begins with a guy doing
a spot-on impression of Donald Duck?

It turns out plenty, when the guy is Doug
Lipp, a Disney veteran who helped open
Tokyo Disneyland and gained invaluable
customer insight working for the consum-
er-facing entertainment company.

I recently got to hear Lipp, author of
“Disney U, How Disney Develops the
World’s Most Engaged, Loyal and Custom-
er-Centric Employees” during a

presentation in Ohio. On its face, what he
had to say seemed so simple but it made me
wonder why more businesses don’t follow
the advice. Though he never met Walt

Disney in person, Lipp never the less worked




alongside several people who worked with

Walt.

One of the most important habits Walt
Disney had and encouraged others keep was
to “walk the park.” During construction of
Disneyland in California, Disney was often
seen bending down and looking at buildings
and features of the park from a child’s

perspective. He knew his customers well.

On one occasion, Lipp related, Disney
saw the windows of park building were
too high for a child to look into.
Changes were promptly made to fix it.
If Disney found trash on the ground,
he didn’t order someone to pick it up.
He picked it up himself. He constantly
looked at his park from the perspective
of the customer.

Lipp illustrated the importance of
training by relating a story about
Tokyo Disneyland. Tokyo Disneyland
was the company’s first oversees enter-
tainment park and in preparation for
opening, a few, rather important
details slipped through the cracks. The
Japanese cleaning crews didn't realize
the cobwebs, dust
windows in the Haunted Mansion

and broken

ride were intentional. Artists had spent
weeks applying these decorations to
the attraction only to have the clean-
ing crew replace broken windows and
sweep the dust and cobwebs clean.

Lipp illustrated the importance of
training by relating a story about
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opening, a few, rather important
details slipped through the cracks. The
Japanese cleaning crews didn't realize
dust and broken
windows in the Haunted Mansion ride

the cobwebs,

were intentional. Artists had spent
weeks applying these decorations to
the attraction only to have the clean-
ing crew replace broken windows and
sweep the dust and cobwebs clean.
Lipp related a story where a young
child dropped his newly acquired box
of popcorn at the park. The kid, of
course, burst into tears and as any
parent knows, this can quickly spiral out
of control! That was, until a Disney
cast member quickly fetched a new
box of popcorn and promptly
delivered it to the delighted child
whose parents were relieved a crises
was averted. It was a nickel’s worth
of popcorn that created a memory.

It was a reminder of one of Lipp’s
favorite quotes from Van France,
the man who founded Disney
University, where every Disney
employee goes to be schooled in
the Disney way before learning
their “Budgets
might be tight, creativity is free.”
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