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Doug Lipp, one of the most trusted and respected business speakers and coaches
in the world, is sought after for his expertise in helping organizations build adaptive,
world-class service cultures that fuel growth and long-term success. He is a
distinguished, bestselling author and former head of training team at the legendary
Disney University corporate headquarters. Doug has established a career and shaped
an industry around the idea that culture is the preeminent factor driving business
success.

At age 29, Doug's celebrated talent catapulted him to the helm of the legendary
Disney University training team at Walt Disney corporate headquarters. Fluent in
Japanese, Doug also helped Disney open its first international theme park as a
member of the Tokyo Disneyland start-up team.

Drawing on his 30 plus years of combined experience at Disney and in private
practice, Doug inspires and challenges hundreds of organizations worldwide. In
presentations, he shares how Disney overcame spectacular strategic challenges to
unleash one of the most improbable success stories in corporate history.

During his animated and high-energy
program, Doug demonstrated to
Vision Quest attendees how Disney
continues to capture and inspire the
hearts and minds of thousands of
employees around the globe through
an unwavering devotion to the core
values established by Walt Disney
himself. Attendees learned how Disney
University Founder Van France has
brought to life — for generations of
employees — Walt's timeless values
of Innovate, Support, Educate and
Entertain.

Doug provided all in attendance an
awakening and insightful journey
“behind the scenes” to discover the
powerful secrets of how to overcome
spectacular challenges and how each
TSO office can apply these potent
lessons in leadership, teamwork

and innovation. He encouraged the
Doctors of TSO and staff to understand
the importance of each person’s
contribution to providing patients with
a world-class customer experience
based on the principals of safety,
courtesy, show and capacity.

This statement created by Walt Disney
can summarize his moving speech, “We
have to keep plussing our show. If we
ever lose them, it will take us ten years
to get them back.”

After his inspiring presentation, Doug
surprised all in attendance with a
signed copy of his bestselling book,
Disney U, How Disney University Develops
the World's Most Engaged, Loyal and
Customer-Centric Employees.




VQ Special - Follow Up from Doug Lipp

EVEN MONKEYS FALL FROM TREES

Embrace Change ... to Remain the
Same -By Doug Lipp

Which Are You?

+ A fresh-out-of-school hard charger.
You've enjoyed amazing academic
success and are now on a mission
to build your career and change
the world.

« A successful, middle-aged
professional. You have beenin
business for a number of years.

In some cases, you have started your own business and are successful as an
independent. For others, you have skillfully worked your way up through the
ranks of a large organization and survived numerous political battles.

+ You are in a science-based industry and comfortable with the reams of data
that support your craft ... yet struggle to gain marketshare in the ever-changing

world.

You represent the variety of faces of success of your profession ... and you are ripe
for failure. As many organizations learn the hard way, success breeds arrogance and
arrogance can lead to complacency. Complacency can come in many forms and
one of them is the one trick pony. In other words, you ride your successes-to-date
well beyond their effective lifespans. It could be how you lead your team, or it could
be the way you have traditionally served and supported your patients. It's time to

change.

The key to getting beyond the one trick pony is to level with yourself and recognize
that, quite possibly, the way you currently conduct business is out of date, out of
touch or simply one dimensional. Perhaps your patients would like services that you
don't currently provide. Having the biggest or oldest name in the business might
not be the key to holding onto existing or attracting new customers and employees.
In order to remain the same (successful!), we must all change.

Even Monkeys Fall from Trees

This an old Japanese proverb that captures
the challenges every organization and leader
ultimately faces; regardless of how capable
or skilled we are, we all eventually lose our
balance and make mistakes. We fall from our
trees, especially when we resist change. The
benefits of managing the change process

proactively, rather than accepting the

consequences of having change forced upon
us, should convince anyone to let go of the

defenses and excuses that prevent creativity
and innovation. Proactively managing change =

provides at least two benefits:

1. We remain in our metaphorical trees longer,

2. We rebound from difficulty much faster (and get

back in the treel).

So as we approach the dog-days of
summer, 2016, ponder these questions:

1. When you last “fell out of your tree,”
how did you handle it? Did you accept
responsibility or blame others?

2. Are you, or your offices, so successful
that you can't imagine a competitor
unseating you from your lofty perch?

3. Are you are prone to holding on
to the “old ways,” despite massive
marketplace changes?

4. When is the last time you “failed
successfully?”

Lessons from Disney

At the Texas State Optical Vision Quest
in June, | was honored to share multiple
examples of how many organizations,
including Disney, have evolved over
the years. Each of the success stories

| presented can be enjoyed by any
organization, large or small.

As | shared at Vision Quest, Van France,
founder of the world-famous Disney
University, was one of my mentors at
Disneyland. Walt Disney hired Van to
help him create “The Happiest Place
on Earth.” Van was brutally honest
and constantly challenged us to look
beyond budgetary or other constraints
when addressing problems. Consider
how you will bring to life the following
quote from Van that | shared during the
conference.

“Budgets might be tight ... creativity is
free.” - Van France

Doug Lipp helped create the first
international version of the Disney
University at Tokyo Disneyland and then
lead the Disney University Training team
at Disney’s corporate headquarters,

The Walt Disney Studios. He mentored
under a number of Disney visionaries,
including the Disney University founder,
Van France. He is a consultant to
corporations around the world.



