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“Marilyn kept a diverse group of 100 totally engaged
and the material was spot on. One of the best
trainings we have had in a very long time.”
—Christine Schwartz

AVP Dining, Conferences & Campus Events

Bates College

ave to say:ﬂ:

“Marilyn’s approach was super flexible and she
really made an effort to adjust to our specific needs
and context. The result is a set of customer service
advisors who not only engaged actively with training
but also shared how much more empowered they
feel to handle the stress of the role. ‘I now own the
call,’ one of them told me. There is real power in
that!”

—Patricia Loureiro
Senior Director Global Customer Service
Farfetch

“Marilyn did a splendid job with her presentation to
the folks at the Pfizer Women's Network! |
recommend for her as aninspirational speaker.”

—Barbara Clarke, WN Chair
Pfizer Corporation
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MARILYN SUTTLE

Innovative | Empowering | Engaging

Marilyn Suttle works with
organizations that want to
STAND OUT as the business
of choice and with teams that
want to work well together.

VIRTUAL & ONSITE PROGRAMS

aUTTLE
SHIFTS programs focus on ways to...

MARILYNSUTTLE.com

e Maintain a culture that attracts and retains
strong customer relationships

e Empower top talent with internal service
excellence and strong leaders

e Transform upset customers into vocal
advocates

e Communicate to strengthen team and
customer experiences

e Instill wellbeing practices to support
productivity, happiness, and resilience

® Apply emotion-management skills to stay
calm under pressure

e Turn goal setting into goal getting

Marilyn Suttle,CVP knows what it takes to create
strong connected relationships and wellbeing at
work. Abestselling author, global speaker and coach,
she’s listed as 2025’s Top 5 International Speakers
on Customer Experience by Global Gurus
International.

BOOK MARILYN
+1.248.752.0460 ET | Marilyn@MarilynSuttle.com
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MARILYN SUTTLE - LORI JO VEST

WHO'S YOUR

Gladys

Ten SU"LE Ways to DIFFICULT CUSTOMER
STAND OUT
as an Organization of Choice
1. Create exceptional customer focus. Praise for Who’s Your Gladys?
2. Increase wellbeing at work. ,
"Buy this book. It's necessary. If you have
3. Recover and learn from mistakes. competition, you can't afford not to."—Roxanne
Emmerich, CEO of the Emmerich Group, Inc.
4. Manage expectations.
. “It's the substantive, down-to-earth advice that sets
5. Remain calm under pressure. this book apart from its competitors, as well as the
6. Cultivate a culture of inclusivity. hel_pfulchapter-end sectlons,w_hlch contalp practical
points and thought-provoking questions and
7. Build positive workplace relationships. answers.”—Publisher's Weekly
8. Gain cooperation with effective "Excellent customer service goes beyond simple

training. In this action-packed book, Suttle and Vest
have dissected proven practices of brand names
synonymous with customer service. Study each
example, internalize the wisdom that they extract

communication.

9. Express appreciation.

10. Maintain strong teams when working from each, and find ways to apply them in your
business and life."—Dr. Nido Qubein, President,
remotely. High Point University and Chairman, Great Harvest
Bread Co.
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FOR A DISCOVERY CALL, REACH OUT TODAY.
Marilyn Suttle, CVP | Suttle Enterprises, LLC | +1.248.752.0460 ET | MarilynSuttle.com
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