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VALUE ZONE 
“The	place	where	value	is	truly	

created	for	the	customer…this	zone	
lies	in	the	interface	between	the	
customer	and	the	employee.”	

Vineet	Nayar	
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TRUST 



TRUST 
What about a person’s 

communication allows you to 
experience them as being 

trustworthy?	



EMOTIONS 



EMOTIONS 
What about a person’s communication 

facilitates you having a positive, 
negative, or neutral emotional 

experience?	



REASON 



REASON 
What about a person’s communication 
allows you to experience them as being 

reasonable/rational?	
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