
What’s your front domino?
Through her motivational keynotes, presentations and workshops, 
Linda Ireland shares how customer experience can tip everything in 
your business toward better financial performance.
 
Like a line of falling dominos, daily actions across your organization form a 
sequence of events that, if aligned correctly, build momentum and culmi-
nate in what every business wants: outstanding financial performance. 
Based on her new book Domino, Linda demonstrates how establishing 
what drives daily decisions within your organization—your front domino-
will determine the fluidity of that chain of events … and the level of profit you 
achieve. By defining your target customer experience and using it daily as 
your front domino, you will be rewarded with profitability, growth and 
sustainability.

“Every business leader will testify that customer experience matters,” explains Linda 
Ireland, Aveus partner, serial entrepreneur and veteran executive, “but few can 
articulate why. Even fewer know if these efforts are paying off. Yet companies that 
use a defined customer experience are twice as likely to exceed target profit goals 
as competitors who do not.”

In her “Domino” discussions, Linda uses the metaphor of a line of falling dominos, 
asking her audiences to imagine how satisfying it is to build a vast and complex line 
that falls perfectly when the first one is pushed over. “If you make the front domino a 
well-defined target customer experience,” she says, “your last domino will certainly 
be sustainable financial performance. All it takes is a combination of motivation and 
discipline to grow your business and watch it flourish.” 

Linda’s new book, DOMINO: How Customer Experience Can Tip Everything in Your 
Business toward Better Financial Performance provides the basis for her presenta-
tions, and it serves as the blueprint every company needs to map an ideal experi-
ence and translate it to the actions every person in the organization can take to drive 
performance in good times and bad. Domino charts a clear course to revitalizing 
financial rewards by empowering readers with tools, questions, exercises and peer 
examples.

Linda offers ...
• Proof that customer experience drives
  financial performance
• A clear definition of customer experience
  you can use to make decisions
• How to translate an ideal customer
  experience into daily actions that drive
  performance
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“The metaphor of the line of falling 
dominoes is incredibly helpful 
because it gives people a visual 
anyone can relate to. It really helps 
you take those concepts and put 
them into a very specific reality.”

Melanie Shirley, VP of Marketing
Menttium

 
“One of the things I really liked is 
the way that she made that connec-
tion from the front end to the back 
end … because I think that has been 
the struggle for a lot of us who 
already believe in customer experi-
ence but have been trying to articu-
late it to our organizations about 
the value and the reason for really 
making it a focus.”

Jan Oldenburg, Senior Practice 
Leader, HealthPortfolio

Kaiser Permanente

“When you are dealing in business 
strategies, you can develop a long 
chain and sometimes one does not 
lead to another. You have to 
remember your first action is very 
important. And are all the actions 
going to get you to the end point? 
And that’s what dominos do … and 
in a chain of dominos, it’s a simple, 
visual way to remember that.”

Kevin Shea, CEO
STS

To learn more about Linda Ireland and 
DOMINO, log on to her blog at
ceforprofit.com or visit Aveus

at aveus.com.


