
Purpose Statement

Standards
of Behavior

Service Standards
3 – 5 words providing criteria for delivering Service Excellence. When prioritized
and clearly defined, Service Standards act as tools empowering employees to
make appropriate and relevant decisions that 
deliver consistently on Service Excellence. 
Service Standards must always support & deliver on the Purpose Statement.

Sustainable Competitive Advantage
Consistently Positive Culture &

Loyal Happy Customers



Behaviors associated with Service Standards that clearly describe the expected & non-
negotiable behaviors to enable consistent delivery on a customer-centric culture, creating
sustainable competitive advantage. Clearly delineated behaviors associated with 
Service Standards eliminate interpretation of service excellence actions, 
creating accountability that is observable and measurable. 

The Purpose Statement is neither a Vision nor a Mission Statement. It describes in a
succinct way what it is that you are striving to do and expect employees to deliver on
each day within their roles. It reflects what you do, how you do it,  who you do it for. 
It ensures that everyone is working toward the common goal in all situations. 
Supported by the Service Standards, the Purpose Statement ensures 
consistency across all lines of business in the customer experience.

SERVICE FRAMEWORK - THE DISNEY WAY 

Step 1

Step 3

Step 2
The Service Standards are supported 

by the Purpose Statement

The Standards of Behavior are
supported by the Service Standards

The Foundation



SERVICE FRAMEWORK - THE DISNEY WAY 

Disney's  
We create happiness by delivering the
finest in  entertainment for people of

all ages, everywhere

Purpose Statement

Disney's  Service  Standards
SAFETY
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EFFICIENCY 


