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The 4C Formula for Delivering Magic
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Experimental Prototype Community of Tomorrow
Readily Available Parts Information Directory 
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What have 
you observed  
about how 
Disney does 
process?
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What have 
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about how 
Disney does 
process?
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Legal Jargon

Succ eed Lik e a M ouse is in no way authorized by; endor sed by; or affi liated with the
Walt Dis ney Company, Inc., or W alt Disney W or ld. T he M agic Kingdom, E pc ot, Disney ’s
Hollywood St udios, and Disney ’s A nimal K ingdom ar e r egistered tradem arks of the W alt
Dis ney Com pany. Other tradem arks inc lude, but ar e not limit ed to, Dis neyland,
Mainstr eet US A, A dventure land, Frontierland, F ant asy land, T om orr owland, The M any
Adv ent ur es of Winnie the P ooh, The E nchanted Tik i Room, Pir ates of the Car ibbean,
Tom orr owland Speedway, it’s a small wor ld, L iberty Square, Big Thunder Mount ain
Railr oad, S paceship Eart h, The Land, Test Tr ack, T he V oy age of t he Little M erm aid,
Kil im anjaro Saf aris, Dinos aur, Rock ‘n Rol ler Coaster, and Chest er & Hester ’s Dino-
Rama!. Al l refer ences to suc h tradem ark ed properties ar e used in acc ordance with the
Fair Use Doctrine and ar e not meant to im ply that th is pr es ent ation and handout is a
Dis ney pr oduct for adv ert ising or any ot her c omm erc ia l purpos es. Side effect s from
attending th is pres entation may include a m ild c ase of s weetness ov erdos e. In the event
of a schmaltz attack, dr ink black c offee and call the grumpiest pers on you k now t o hear
his c om pla ints. B ut wait. There ’s m or e. Cure v al id in al l 49 st ates, territ ories and
countr ies v is ited. Cert ain restrict ions apply. S o you don’t forget, or der bef or e midnight
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1923:
2 brothers
No revenue
Outsiders
Cartoon shorts

2015:
185,000+
52 billion
Top 20 employer
Multiple outlets
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Co-generation Facility Facts
Combined cycle power plant, air 
compressors, and a chiller plant
Chiller plant constructed in 1969
Power plant constructed in 1989. 
Power plant has aGE gas turbine, 
heat recovery steam generator, and 
an Elliott steam turbine. 
Produces 39 megawatts
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Gas Turbine 
GE LM5000
Can burn natural gas and #2 fuel oil
Water injection system reduces NOx 
emissions
External temp 780-820 F
Exhausted into heat recovery steam 
generator
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Heat Recovery Steam Generator
Henry Vogt Machine Company
Supplementally fired
Can burn natural gas and #2 fuel oil
Gas temp range 1100 -1200 F
Produces max of 110,000 lb./hr of 
steam superheated to 600 degrees F
Steam turns steam turbine
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Steam Turbine
Elliott Company
Condensing multi-stage, multi-
valve throttle valves
Multi-valve extraction control
Steam pressure 160 -300 PSIG
Connected to electrical generator by 
use of a reduction gear 
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Other facts
Natural gas brokered from different 
NG companies in Southeast
Water used in the co-generation 
plant comes from Disney wells 
Waste water discharged into sewer, 
reclaimed and recycled for irrigation
5,000,000 gallon chilled water 
storage tank under construction

© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com

Get a good idea and stay with it. Dog it, and 
work at it until it’s done, and done right.

Walt Disney

Photo  courtesy Orange County Archives© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com

© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com

The 4C Formula:
C alling

C ustomerization

C ontinuity
C onfidence
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The 4C Formula: Calling
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Walt Disney World : We Create Happiness
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RAPID: Right Parts, Right Place, Right Time
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The rapid Database 
was as easy to use 

as ever, inventories 
were accurate and 

cooperation with the 
other RAPI D 

member utilities was 
excellent and 

extremely timely.
Duke Energy

 

Duke Energy Success using RAPID 

Nuclear sites are efficient, reliable contributors to utility generation 
portfolios.  Because of their high productivity and importance to their 
company’s generation grid, they have very “tight windows” for completing 
unit outages . . . and Duke Energy’s Oconee Nuclear station is no 
exception.   

Unfortunately, outages sometimes have unplanned “surprises” and in 
Oconee’s case, a problem was identified with excessive wear within the 
General Electric Steam Control valves. A significant increase in outage 
duration would result if the parts could not be obtained to correct the 
problem.  

Using RAPID, Oconee was successful in finding every needed part!  Here 
is a summary of the Urgent Parts found using RAPID: 

 

 
PART NUMBER  QTY REQUESTED QTY FOUND PROVIDED BY 
199A1753P0002 

 
 8 8 PEACH BOTTOM/HATCH 

199A1753P0001 
 

 8 8 HATCH/GE 

199A9467P0001 
 

 4 4 PERRY/ 

199A9468P0001 
 

 4 4 DUKE 

199A9468P0002 
 

 4 4 PERRY/PEACH BOTTOM 

199A3054P0001 
 

 4 4 HATCH/GE 

199A9465P0001 
 

 4 4 GE 

199A9461P0001 
 

 4 4 DUKE/GE 

199A1759P0001 
 

 4 4 DUKE 

199A1758P0001 
 

 8 8 DUKE 

199A1758P0002 
 

 8 8 HATCH 

U450X000P0013 
 

 4 4 ATC/VC SUMMER 

 
 

    

199A9448P0001 
 

 8 8 TMI/PEACH BOTTOM 

Photo courtesy RAPID
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Calling tips:
Know what your purpose is
Stay true to it
Do what you promise so well that no 
competitor can take your place
Be a true partner to your other 
member utilities
Standardize where you can
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The 4C Formula: Customerization
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Plant Vogtle, Georgia Power
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Demands
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Demands Dramas
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Demands Dramas Desires
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Who are your 
guests?
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Everyone!
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Customerization tips:
Plan every detail before you begin
Supply what your customers want
Try your service out like a customer
Listen to the Demand, sympathize with 
the Drama, respond to the Desire
Treat everyone like your guest

© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com

The 4C Formula: Continuity
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I’m always looking 
for ways to plus it 
up. It’s keeping the 
show on the road.
Walt Disney
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Wave

Hug

Play

Sign

Pose

Part
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Spot

Count

Try

Count

Enact

Share

Photo © Offbeat Training LLC



Reaching Customers the 4C Way 5/11/16

(c) 2013 Lenn Millbower & Offbeat Training LLC. This 
presentation is not endorsed, sanctioned, or affiliated with the 
Walt Disney Company. The opinions are the authors. 18

© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com Photo © Offbeat Training LLC© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com © 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com Photo © Offbeat Training LLC© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com

© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com Photo © Offbeat Training LLC© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com © 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com Photo © Offbeat Training LLC© 2015 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com



Reaching Customers the 4C Way 5/11/16

(c) 2013 Lenn Millbower & Offbeat Training LLC. This 
presentation is not endorsed, sanctioned, or affiliated with the 
Walt Disney Company. The opinions are the authors. 19

© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com Photo © Offbeat Training LLC© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com © 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com

  

 

 

 

 
Arizona Public Service turns to RAPID for T&D Outage Support 

 
For over 20 years, RAPID has provided utilities with 
sourcing options for urgently-needed parts that 
have saved RAPID participants millions of dollars in 
replacement generation costs. 
 
When most utilities think of RAPID, they clearly 
understand its role in supporting the supply chain 
for their generation fleet.  But there are over 
300,000 line items in the RAPID database to 
support Transmission and Distribution.  John 
Mullens of Arizona Public Service recently learned 
this firsthand, and shared his story: 
 
 
 
“Tuesday night, a large storm in the Arizona City (near Casa Grande) area caused substantial damage to an 
APS 230kV transmission line. While there were no outages due to this damage, some customers in the area 
awoke Wednesday to a number of poles in the street blocking access to their homes. APS representatives 
went door-to-door Wednesday to ensure customers remained safe, and began clearing the damage to 
provide access to customers’ homes. Crews were on site around the clock working in muddy conditions with 
high humidity and extreme temperatures to remove 50 downed poles.  
  
“About 70 APS personnel worked overnight on Saturday, and all repairs were completed just after 8 a.m. 
Sunday morning with the line being re-energized at 11:13 a.m. Most importantly, the work which included 
clearing damaged equipment, framing & setting 50 new steel poles, and re-stringing wire was completed 
safely. In addition to the APS resources, APS Procurement reached out to the following 
suppliers/manufactures that provided 24 hour support: HD Supply, Hubbell; Maclean; and Logistics Planning 
Services. Material was also procured from Southern Illinois Power, San Diego Gas & Electric, Salt River 
Project, Florida Power & Light, Dairyland Power Cooperative, Salt River Project, and Tucson Electric Power 
as well as Great River Energy and Tri-State Generation offering their support if additional materials should 
be needed.  
  
“In Sunday morning’s call, Incident Command expressed its appreciation for all those who contributed to the 
safe restoration of the Casa Grande 230kV line. 
 
“With the exception of San Diego Gas & Electric and Salt River Project, all material was found on RAPID 
(Readily Accessible Parts Information Directory).  
 

  

To learn more, contact: 
Bob Gibson 
RAPID 
Curtiss Wright 
Mobile  727.644.8361 
Email bsgibson@curtisswright.com 
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Lower Mount 
Bethel Energy
REM – 7 weeks, 
really 14

RAPID – 3 DAYS!!!

 

PPL Uses RAPID to Increase Profits 

For over 20 years, RAPID has provided utilities with 
sourcing options for urgently-needed parts that have 
saved RAPID participants millions of dollars in 
replacement generation costs. 
 
PPL Generation has recently experienced two events in 
two months that have driven home RAPID’s value with 
clarity. George Kinek (Manager, Generation Purchasing 
at PPL) shared the details . . . 
 

 

Event 1  
Site:  Lower Mount Bethel Energy 
Action: “The OEM was contacted, and quoted 7 weeks 
for delivery.  RAPID was then contacted, and was able 
to locate the needed parts.  RAPID provided us with the 
contacts at the owner facility, and we were able to obtain 
the parts quickly. The replacement parts were purchased 
on a Friday and installed over the weekend. The unit 
was operational on Monday.   
 
“As it turned out the original OEM quote was wrong – it 
would have actually required 14 weeks for delivery of the 
needed parts.  If we had waited for the OEM, we would 
have lost 14-15 weeks in generation from a clean natural 
gas-fired power plant that is important to electric supply 
reliability.     
 
“This event has helped us appreciate the value of RAPID 
in providing maximum sourcing options during 
emergencies.” 
                                                     

 

 

 

 

 

 

 

Event 2 
Site:  Holtwood Hydro Unit 8 
Need: (2) Bassler Electric 600 Amp SCRs 
Action: PPL staff, trained in the use of the RAPID 
database, conducted a search and found the needed 
parts at another power generation company.  However, 
the owner representative did not have the authority to 
release the parts.  Our need was so urgent that we 
thought additional effort should be made at a higher 
management level to seek release of the parts, but were 
not sure who to contact.   
 
We phoned Bob Gibson on the RAPID staff, and Bob 
personally made over a dozen phone calls on our behalf.  
He helped us find that ‘right person’ and we were 
successful in having the parts released to PPL.”  
 
“Compared to the alternatives at the time, RAPID saved 
us 15 weeks in generation.  This event helped us 
understand not only the value of the RAPID database, 
but the dedication of the RAPID staff in ‘going the extra 
mile’ to support its members.” 
 
To learn more, contact: 
Bob Gibson 
RAPID 
Mobile  727.644.8361 
Email bsgibson@curtisswright.com 
 
 

This event helped us appreciate the value of RAPID in 
providing maximum sourcing options during emergencies.

George Kinek, Manager, Generation Purchasing, PPL
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The parks have an infinite
capacity for cutbacks.

Photo © Offbeat Training LLC

Paul Pressler
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Disney’s Animal Kingdom Project

© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com Photo © Offbeat Training LLC© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com

© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com Photo © Offbeat Training LLC© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com © 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com Photo © Offbeat Training LLC© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com



Reaching Customers the 4C Way 5/11/16

(c) 2013 Lenn Millbower & Offbeat Training LLC. This 
presentation is not endorsed, sanctioned, or affiliated with the 
Walt Disney Company. The opinions are the authors. 23

© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com Photo © Offbeat Training LLC© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com © 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com

Continuity tips:
Magic Onstage, Drama Backstage
Look for, and fix, broken processes
~ “It’s not policy” statements
~ Miscommunications
~ Lack of follow through

Simplify existing processes
When something goes wrong, put a 
process in place for the next time
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The 4C Formula: Confidence
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The Amygdala
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3000,000 items in 
RAPID Database.
Arizona City Storm 
required 50 steel 
poles, restrung 
wire and other 
materials.

Most of the With the exception of San Diego Gas & Electric 
and Salt River Project, all material was found on RAPID.

John Mullens, Arizona Public Service

  

 

 

 

 
Arizona Public Service turns to RAPID for T&D Outage Support 

 
For over 20 years, RAPID has provided utilities with 
sourcing options for urgently-needed parts that 
have saved RAPID participants millions of dollars in 
replacement generation costs. 
 
When most utilities think of RAPID, they clearly 
understand its role in supporting the supply chain 
for their generation fleet.  But there are over 
300,000 line items in the RAPID database to 
support Transmission and Distribution.  John 
Mullens of Arizona Public Service recently learned 
this firsthand, and shared his story: 
 
 
 
“Tuesday night, a large storm in the Arizona City (near Casa Grande) area caused substantial damage to an 
APS 230kV transmission line. While there were no outages due to this damage, some customers in the area 
awoke Wednesday to a number of poles in the street blocking access to their homes. APS representatives 
went door-to-door Wednesday to ensure customers remained safe, and began clearing the damage to 
provide access to customers’ homes. Crews were on site around the clock working in muddy conditions with 
high humidity and extreme temperatures to remove 50 downed poles.  
  
“About 70 APS personnel worked overnight on Saturday, and all repairs were completed just after 8 a.m. 
Sunday morning with the line being re-energized at 11:13 a.m. Most importantly, the work which included 
clearing damaged equipment, framing & setting 50 new steel poles, and re-stringing wire was completed 
safely. In addition to the APS resources, APS Procurement reached out to the following 
suppliers/manufactures that provided 24 hour support: HD Supply, Hubbell; Maclean; and Logistics Planning 
Services. Material was also procured from Southern Illinois Power, San Diego Gas & Electric, Salt River 
Project, Florida Power & Light, Dairyland Power Cooperative, Salt River Project, and Tucson Electric Power 
as well as Great River Energy and Tri-State Generation offering their support if additional materials should 
be needed.  
  
“In Sunday morning’s call, Incident Command expressed its appreciation for all those who contributed to the 
safe restoration of the Casa Grande 230kV line. 
 
“With the exception of San Diego Gas & Electric and Salt River Project, all material was found on RAPID 
(Readily Accessible Parts Information Directory).  
 

  

To learn more, contact: 
Bob Gibson 
RAPID 
Curtiss Wright 
Mobile  727.644.8361 
Email bsgibson@curtisswright.com 
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Satisfied 
Guests
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Outsourcing Loomed
How can we make your job easier?
What changes would you make to 
better serve our guests?
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Laundry Facility results
Turnover dropped from 85% to 10%
Cost savings of $100,000 per year
Cast set production goals higher

Photo © Offbeat Training LLC© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com

© 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com

In this volatile 
business of ours,
we can ill afford to 
rest on our laurels. 
Times and 
conditions change 
so rapidly that we 
must keep our aim 
constantly focused
on the future.
Walt Disney
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Why worry? If 
you’ve done the 
very best you 
can, worrying 
won’t make it 
any better.
Walt Disney

Disney Editions, Publisher © 2016 Lenn Millbower & Offbeat Training LLC, www.LikeaMouse.com

Confidence tips:
Recognize the Amygdala Hijack
Work the problem
Follow the Leader Success Formula
Involve your people
Stay constantly focused on the future
Worrying won’t change anything
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Quality will out.
Walt Disney
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Calling
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Calling
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Calling
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Calling
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Calling
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Calling
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Customerization
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Customerization
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Customerization
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Customerization
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Customerization
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Customerization
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Continuity
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Continuity
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Continuity
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Continuity
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Confidence
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Confidence
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Confidence
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Calling

Customerization

Continuity

Confidence
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What have 
you learned?
What can you 
apply?
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What have 
you learned? 
What can you 
apply?
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What have 
you learned?
What can you 
apply?
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The way to get started is to
quit talking and begin doing.

Walt Disney
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