GUEST EXPERIENCE AUDIT, MAPPING AND STAGING

Putting people at the heart of your business strategies is more important today than it
ever was. Create curated, relevant, and memorable experiences to add value to your
products and services. These impactful experiences help you foster loyalty and advocacy
and assure success and profitability.

Elevating your business through curated, relevant, and memorable guest experiences is
more than a pursuit of good ideas; it demands the cultivation of a dynamic and creative
service culture. Iceberg Consultants understands the intricacies of guest experience and
is equipped to assist you in every step — from audit and mapping to staging and
optimization.

The first step involves a comprehensive Guest Experience Audit. This audit aims to
measure the effectiveness of your current guest interactions and perceptions. Iceberg
Consultants meticulously assesses every touchpoint, identifying areas for improvement
and opportunities to enhance the overall client journey.

Mapping the client experience follows, wherein Iceberg creates a detailed blueprint
of the customer's interactions with your business. This mapping process helps visualize
the entire journey, highlighting critical touchpoints and moments of impact. By
understanding the guest's perspective, businesses can tailor their services to meet and
exceed expectations at every stage.



What follows is the implementation of the Experience Mapping, the Guest Experience
Staging, where the real magic happens.

Optimization is an ongoing process that Iceberg Consultants specializes in. By
continuously measuring and analyzing guest feedback and data, adjustments can be
made to further enhance the overall experience. This iterative approach ensures that
your business is always attuned to the evolving needs and expectations of your guests.

The ultimate goal is to create a service culture that goes beyond meeting expectations—
it aims to exceed them. When clients perceive a value that surpasses the actual product
or service, it leads to increased satisfaction, loyalty, and advocacy. Iceberg Consultants
guides you on this journey, providing a clear path to success by optimizing revenues
and building long-term client retention.

In essence, Iceberg Consultants is your partner in crafting and optimizing guest
experiences. By measuring, creating, implementing, and constantly refining the client
journey, Iceberg ensures that your business not only meets but exceeds the
expectations of your clients, paving the way for sustained success and growth.

Iceberg Experience Audit (Iceberg Insight)

The ICEBERG 3P Experience Audit, a powerful tool designed by Iceberg Consultants to
empower businesses with knowledge and transform guest experiences. Understanding
where you currently stand is the first step in deciding where you want to go, and our
lceberg Experience Audit is the compass that guides you on this journey.

The 3P Experience Audit focuses on three critical elements: Place, People, and Process.
These elements form the foundation of your client interactions and collectively shape
the overall experience. Iceberg Consultants brings a fresh perspective to your business
by enabling you to view your products and services through the eyes of your guests.

Our approach recognizes that service interactions at various guest contact points can
sometimes dull the overall guest experience and enthusiasm. Iceberg Consultants is
dedicated to optimizing positive guest experiences by auditing all guest experience
stages, from pre-purchase to post-purchase.

The audit aims to pinpoint moments where your business might be making less-than-
favorable impressions on guests and strategically transform them into loyalty
opportunities. By evaluating Place (physical and digital environments), People
(interpersonal interactions), and Process (workflow and efficiency), Iceberg Consultants
provides valuable insights into how guests perceive service, functionality,
communications, consistency, efficiency, abilities, and attitudes.



This new perspective gained through the 3P Experience Audit becomes a crucial tool for
identifying opportunities to optimize guest experiences and enhance product quality.
Iceberg Consultants believes that knowledge is the key to improvement, and the
insights provided by this audit will empower your business to make informed decisions
that elevate guest satisfaction and build lasting loyalty.

In summary, the Iceberg Insight — 3P Experience Audit is a comprehensive tool that goes
beyond the surface, delving into the core elements that shape guest experiences.




