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RCI’S “REAL-TIME” LEARNING

introduction

Welcome! We are delighted that you are taking this course. We believe, “if you increase your
learning and you will increase your earning.” We have designed RCI’s “Real-Time” Learning in four
niches:
★ Leadership
★ Customer Service
★ Sales
★ Personal Development
Most modules can be completed in a approximately 30 minutes or less to give you the help you need
when you need it. Each contains practical and proven value that you can apply today. Sound learning
theory supports each competency. Each is organized in three parts:
1. Self-assessment (5-8 minutes)..measure it!
2. Article (5-6 minutes)..study it!
3. Video and Application questions (10-15 minutes)...reinforce and apply it!
We encourage you to engage our other modules. All the skills and approaches in a niche reinforce one
another. All learning to be useful must result in positive behavior or strategy changes. At the end of this
module review the other resources available. We wish you the best of success-now accelerate your
career!

Positively,
Rick Conlow
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ACHIEVING PERSONAL EXCELLENCE

assessment
➜

INSTRUCTIONS: Regardless if you are a new employee, a manager or a reigning superstar at
what you do identify your strengths and areas to improve in your personal development.
Check yourself on these traits and behaviors. Use a scale of 1-6. Mark a 1 if it is very
infrequently like you, 6 means it is very frequently like you. Answer as you think others see or
experience you, not how you would want to be.

YOU ...

1._____ treat all people respectfully.
2._____ are quick to praise and give recognition to others.
3._____ are sensitive to the concerns, feelings and needs of others.
4._____ admit and apologize for mistakes or indiscretions.
5._____ communicate positively with people at any level.
6._____ include humor in your work but not poor taste in humor.
7._____ are a good listener, even if another’s views are different from your own.
9._____ follow-up with others related to their needs, and your promises or agreements.
10._____ are accountable and responsible for results.
11._____ show genuine passion for your work and goals.
12._____ know that you do not know it all, so you keep learning and an open mind.
13._____ live in such a way that your behavior and values match.
14._____ stay honorable to your values and what is right, even when under pressure.
15._____ do your best on any given day or situation and encourage others to do so as well.
16._____ deal with everyone fairly while eliminating bias, prejudices, and stereotypes.
17._____ conduct your life and business with honestly.
18._____ do not need to drop names, situations, or events in conversations to impress
people.
19._____ strive to do the right thing in business and your personal life, not the expedient
thing.
20._____ live with integrity.
21._____ overall, you aim for a high standard to achieve excellence as a way of life.
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Achieving Personal Excellence

scoring

INSTRUCTIONS: Add your ratings from the previous page in spaces provided. Then
identify your strengths and areas for improvement.
Caring
1._____
2._____
3._____
4._____
Communication
5._____
6._____
7._____
8._____
Commitment
9._____
10._____
11._____
12._____
Consistency
13._____
14._____
15._____
16._____
Character
17._____
18._____
19._____
20._____
21._____
Select your top 3-4 strengths:

Pick 2 areas for improvement where you rated yourself lower:
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RCI’S “ REAL TIM E” LEARNING

Achieve Personal Excellence
Over nine decades ago, Dr. Evan O’Neill Kane of New York’s Kane Summit Hospital changed his
mindset. He felt doctors were losing too many patients in appendectomy surgery, many
because of the effects of general anesthesia.
Dr.Kane felt that local anesthesia would be better for the patient but, not surprisingly, no
volunteers came forward to test his hypothesis. Until, that is, February 15, 1921. That is when he
performed an appendectomy with local anesthesia — on himself!
In the process, he changed accepted medical practice. To be the best you can be in
customer service, sales, leadership, sports, or any other endeavor, you will need to change,
too. Sometimes that change means operating on yourself!
Begin analyzing your own situation by simply counting the how many times the letter f appears.
FEATURE FILMS ARE THE RESULT OF YEARS OF SCIENTIFIC STUDY COMBINED WITH THE
FORMAL EXPERIENCE OF YEARS.
How many did you get? 3? 4? 5? 6? 7? There is a total of seven! Most people get four or five.
If you missed some, why? Why would anyone miss an f or two or three? It has to do with our
mindset or the way we perceive things and act on them.
Sometimes the solutions to your challenges are there, but you just do not see them.
Why? Because of entrenched habits, perceptions, and beliefs.
When you try to improve, it seems as futile as trying to lose weight with fad diets.
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HOW DO YOU ACHIEVE A BREAKTHROUGH MINDSET?
So, what is the key? How do you breakthrough? Dr. Charles Garfield of the Peak Performance
Institute has discovered exercises that help individuals tap their personal best performances.
Garfield experienced these techniques himself as a world-class weight-lifter and researcher.
Garfield explains,"In the process, the researchers discovered that mental training techniques not
only combated negative reactions, but also threw open the doors to hidden reserves of energy
and endurance.” Dr. Denis Waitley identified similar peak performance strategies in his work with
Olympic athletes and businesspeople. To begin, remember these important principles to
achieving peak performance in your career:
1. Self-development is self-management. There is no self-improvement only increasing in the
ability to be all that you already are. You cannot change others, but you can change yourself.
2. You have to change proactively not reactively. To manage yourself to become more effective
you must be willing to change some habits to increase productivity. Then you must diligently
reinforce the new habits, or the old will re-surface.
3. All good performance begins with clear goals. A foundation to self-management is
to respond to all events based on your goals and priorities rather than responding to current
difficulties, problems or needs.
With these approaches winning because more than an outcome it is an attitude. Mind and body
are intricately intertwined; to control what you do, better control what you think. Just like a
champion athlete systematically physically and mentally prepares to win the gold, champion
salespeople, leaders, and customer service reps do likewise. Make the effort to learn more,
know your product, gain new techniques to be customer centered, and prepare mentally, too.
You will be better prepard to handle the setbacks, defeats and rejection that go with any job.
This is called emotional resiliency. In addition, from the assessment the personal qualities of
caring, communication, commitment, consistency and character provide you the integrity
to win and succeed in any set of circumstances.
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THE BEST OF THE BEST EXERCISE
Think of a time in your career when you did your best
work ever. Choose a situation that exemplifies your
highest performance. Get a clear mental picture of
the event. Replay it in your mind as if it were a
movie. Think of the details –people, problems,
sounds, feelings, and surroundings. Review in your
mind what happened, how you behaved, what you
felt and achieved. Capture your thoughts with the
questions below:
•

What was the situation?

By learning to replicate a
successful experience, you
learn how to easily adjust
your mindset as needed. You

•

What was your motivation to succeed or act?

will begin to transform your
efforts and results. To be the

•

How did you feel?

best you can be, make a
commitment to personal
development and excellence.

•

What key behaviors or strategies did you use?

If you want to be
exceptional, do exceptional
things. The difference

•

What lessons can you learn or relearn about

between winners and losers

your Peak Performance?

is that the winners do what
losers will not do at all or will
not do enough. Author Lewis
Howes says, “I have learned
that champions aren’t just
born; champions can be
made when they embrace
and commit to life-changing
positive habits.”
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Believe in Yourself to Achieve Personal Excellence

training video
This personal development video (click the image below) will give you great examples in
how to achieve personal excellence by believing in yourself.

review questions
1. What have you learned or relearned in this module about achieving career and personal
excellence? (Review your learning with one other person)

2. What are you prepared to do differently and better in future situations? What will you do today?

“If you want your team to be better you have to be a better leader.”
RICK CONLOW
© Rick Conlow International 2020
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about rick conlow
I’ve been in your shoes, I was a manager just like you may be now. I
wanted to succeed just like everyone. I wanted to make a difference. The
first company I worked for believed in training, with this opportunity
and my desire to learn, I attended over 100 training programs and
conferences in a little over fifteen years. My results improved and I moved
from teaching and selling to executive, with five promotions. Eventually,
I founded Rick Conlow International. Our purpose is to bring out the best
in others and make a positive difference in peoples’ careers. Throughout
the years we have partnered with many fine companies and managers to
achieve:
•

48 quality service awards including JD Power, Ford’s President
Award, and Canada’s Consumers Choice Award.

•

Record-breaking sales year after year: 30%, 48%, 52%, 75%,
122% gains in sales.

•

15-20 points on customer experience surveys.

•

12-14 points on employee engagement surveys.

•

Author of 20 books, including the best seller, SuperSTAR
Leadership.

You can do this and more. Exceed your potential today. I’ll show you how.

Ford’s President’s Award
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Canada’s Consumer Choice Award
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visit rick's website & blog

website

read rick's customer experience resources

find more on rickconlow.com/shop

about rick

call 612-868-8521 email rick@rickconlow.com
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