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BUILDING A WINNING 

ORGANIZATION 
- A Case Study 2002-2008 -

Sue Nokes

Senior Vice President, Customer Solutions
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� Shared

• Aspiration

• Goals/Measures of Success

• Values

• Management philosophy

� Alignment

� Enabling Culture

� Results
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Building a Winning Organization
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Shared Vision/Aspiration

America’s most highly regarded

SERVICE company
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Aspiration

Stretch Goals

Brand Position

Values/

Behaviors

America’s 

most highly 

regarded SERVICE 

company through 

Enriching Personal 

Relationships

“Effortlessly connecting me to the people who matter most”

• Increase customer loyalty to 90% 
remaining beyond 1 year by 2008

• Fastest growing wireless company 
for revenue and profitability

• Customer Delight Drives Action 
• Frontline employees are #1 – Delighting 

Customers is Why

• Go big – Stay Scrappy
• Team Together Openness, Team Apart 

Solidarity

• Leaders Personally Coach, Develop and 
Recognize Leaders

• Recognize and Celebrate Individual and 
Team Success

• I am Brand Count on Me

Our Front Line Employees are #1 –

And The Customer is Why!

Shared Goals/Measure of Success
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Values

Living our Values

Customer Delight Drives Our 

Actions

Frontline Employees are #1 -

Delighting Customers is Why

Leaders Personally Coach, 

Develop and Recognize Leaders

Team Together Openness, Team 

Apart Solidarity

Go Big - Stay Scrappy
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Shared Management Philosophy

Balancing the 
needs of our 
Customers, 

Employees and 
Owners

6



© 2012 J.D. Power and Associates, The McGraw-Hill Companies, Inc. All Rights Reserved.
J.D. POWER AND ASSOCIATES PROPRIETARY AND CONFIDENTIAL—FOR INTERNAL USE ONLY

7

Enabling Culture: Best Place to Perform
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Enabling Culture: Best Place to Perform



© 2012 J.D. Power and Associates, The McGraw-Hill Companies, Inc. All Rights Reserved.
J.D. POWER AND ASSOCIATES PROPRIETARY AND CONFIDENTIAL—FOR INTERNAL USE ONLY

9

Enabling Culture: Best Place to Perform
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Enabling Culture: Best Place to Perform

Invest in Leadership   Invest in Leadership   Invest in Leadership   Invest in Leadership   

DevelopmentDevelopmentDevelopmentDevelopment
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Enabling Culture: Best Place to Perform
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Enabling Culture: Best Place to Perform
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Mobile Tech Support Bundle

C:   Customer

� Convenience: I have one number to call for any device issue

� High Satisfaction: 95% “highly satisfied” vs. 61% carrier tech support

� CSAT Scores:  20 points higher than non-insured after a claim

� Fewer irate/frustrated customers

� Make more money

� Company grows = more opportunities for me

� Loyalty: 40% of customers are more loyal after tech support experience

� Reduced Buyer’s Remorse Returns:  15% to 20% device return reduction

� Financial Benefit:  ~$468M – profits, savings, churn reduction

E:   Employee

O:   Owner
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Enabling Culture: Best Place to Perform
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� Contributes to Building Insightful Vision for 

Company

� Hired Gun Mentality

� Executive Maturity

� Builds Powerful Teams and Team Environment

� Senior Team Reliability (Peer Level Teamwork)

� Leadership Competencies Drive Results

Leadership Competencies
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Enabling Culture: Best Place to Perform

Guaranteed 80/20 Guaranteed 80/20 Guaranteed 80/20 Guaranteed 80/20 

Promotions  internalPromotions  internalPromotions  internalPromotions  internal
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Enabling Culture: Best Place to Perform

Positive & NegativePositive & NegativePositive & NegativePositive & Negative
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Satisfied 
Employees

=
Satisfied 
Customers
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Loyal 
Employees

=
Loyal 

Customers

19



© 2012 J.D. Power and Associates, The McGraw-Hill Companies, Inc. All Rights Reserved.
J.D. POWER AND ASSOCIATES PROPRIETARY AND CONFIDENTIAL—FOR INTERNAL USE ONLY



© 2012 J.D. Power and Associates, The McGraw-Hill Companies, Inc. All Rights Reserved.
J.D. POWER AND ASSOCIATES PROPRIETARY AND CONFIDENTIAL—FOR INTERNAL USE ONLY



© 2012 J.D. Power and Associates, The McGraw-Hill Companies, Inc. All Rights Reserved.
J.D. POWER AND ASSOCIATES PROPRIETARY AND CONFIDENTIAL—FOR INTERNAL USE ONLY

congratulations

business sales
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congratulations

retail
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T-Mobile USA Customer Growth
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*Changed reporting from EBITDA to OIBDA in 2003.

T-Mobile USA Revenue Growth
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