hing You Already Knew

bout Great Customer Service
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Introduction

Customer Service

understanding of what good service looks like and apply it to their

step.

The Guest

With this engaging and funny DVD/video, you gnd your em ees will discuss how to freat a customer as you

ho visit our home. So, if we treat our customers

me easily.

Describe what each standard looks like in our business.

entify specifically what they are going to do differently when they return {o their job.
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Getting Started

About this Program

The 14-minute video, The Guest, is the cornerstone of this training. Both humorous and memora
will engage viewers and create a springbeard for discussion. This L.eader’s Guide will h

discussion and customize the training material for your particular work setting.

Your Role

Whether you are a manager or a trainer, your role is to make this - ASK gquestions.

Encourage dialogue, thinking, and reflection. Keep the class energi eir learning about how to

treat their customers as they would guests in their homes.

Training Options

Service

and Internal Guest Service

Trainin ernal Guest Service

kshop is for froniline employees, those whose primary job function is to serve a paying

workshop runs about 2 hours.

Training @ption 2: Internal Guest Service

This training option is for work teams that do not directly interact with external customers. This training option
provides you an opportunity to help employees understand the responsibilities of the frontline employees and
the company’s customer service standards, while outlining your internal service expectations. This workshop

runs about 1 2 hours.
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Training Option 3: External and Internal Guest Service

This training option is for work groups that interact with paying customers as well as internal customers. This
workshop will help you educate your employees on the importance of treating both external and internal
customers like guests. This workshop runs about 2 72 hours. The Time Estimates Table will help you assess

your specific training needs.

The Guest Leader’s Guide
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Time Estimates

Option #1 Option #2 Option #3
External Guest internal Guest External and
Training Topic Service Service Internal Guest
Service
Welcome 5 5 5
Icebreaker: Worst of Times, Best of Times 10 10
Common Language & Learning Objectives 5

Activity: Entertaining Guests

The Importance of Great Customer Service

The Guest DVD/Video 15
BREAK 10
The Guest Discussion 15
Activity: Guest Service Assessment nfa 5
Activity: The GUEST Standards n/a 15
internal Guest Service 5 5
Activity: GUEST Standards for n/a 10 15
Customers
Activity: Should Have, 15 10 15
Wrap-up 5 5 5
Team Guest Action 10 5 10
2 hrs 1% hrs 2% hrs
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Tips for Conducting a Successful Meeting

Before we get into the specifics of the program, let's go through a few basic training tips:

Er Start on time and end on time,

and their time. Start on time to reward those who arrive promptly.

&0 Take breaks at odd intervals.

tell participants to

contest. Give prizé

time. Be creative!
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Preparing for Your Meeting

Making time to adequately prepare is the single most important thing you can do before you teach this
workshop. Get familiar with the DVD/video. Get comfortable with this Leader's Guide. Think about customer

service problems that come up at work. Consider the specific service challenges that face your

Spend time brainstorming ways to overcome those challenges and improve the service feam

provide.

Note: Although the success of this workshop depends on your team’s willingn with their own

answers and solutions for improving customer service, it is important to a e up during the

workshop. It’s not your job fo provide answers; rather, you should guid e solutions that will

work and that they are willing fo try.

Pre-Meeting Checklist

E1 Walch the video.

£0 Read this Leader's Guide.
N
£
ED
&

ember’s Service Assessment.
GUEST Standards in Our Business.
One or two blank pieces of paper for each participant.

Gather candy, gum, and trinkets to reward participation and add a dimension of

fun to the meeting.

o Send Meeting Announcements.
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Preparing Your Follow-up

Once your team members walk out of your training room, it may seem as if your job is done. But how do you

know whether they will remember what they learned? While you may feel confident they know what it means to
- knowledge to

treat a customer like they would a guest in their home, how do you know that they will transfer

That's why follow up is so critical. It reinforces everything that they iearned and also gi

opportunity to ask any additional questions that have surfaced in their individual jobs co

customers like guests.

How you follow up will depend on your time, resources, demands and gbm . eas here range

from simple check-ins to a more formal process:

serve. Catch your team members in the act of treating their customers like guests. Encourage

them verbally or write them a note that lets them know that you see and appreciate the great job
y are doing.
Be creative and have fun. The follow-up is not an effort to make more work for you but, rather, to reinforce the

iearning.
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Flip Charts

Prepare the following flip charts for use in your training workshop. You may also use the PowerPoint
Presentation included as a file on both the DVD and the CD-ROM,

1 Common Language
2 Treat your customers like GUESTS
3 MyVi
4 Welcome them
Use Their Name
Anticipate Their Needs
Thank Them
Invite Them Back
5 Never=1
Rarely = 2
Occasionally = 3
Often =4
Always =5
6 Welcome Gues
7 Use Their
Anticipat provement Ideas

ement ldeas
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Condacting Your Meeting

Welcome

Welcome employees.

Note: After participants have seliled info their seats, immediaiely begin ice-breaking, / get-fo-

know-you type activity.

Icebreaker: The Worst of Times and

BREAK pariicipants into small groups. TELL participants that the
service experiences and their best.

EXPLAIN:

£ They will have five minutes to share customs

0

&0 Whentimeisup, e

voting.

ASK:

What made the b

workshop.
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Common Language

EXPLAIN that this next activity is quick and is designed to spark their creative juices. Give everyone a sheet of

paper and issue the following instructions.

SAY:

Take sixty seconds fo delineate a fodging that includes a boscage, binal nd a

canine in the anterior curtilage.

give them another shot.
SAY:

This time, take sixty seconds to draw a pictu at includes a few trees, two flowers,

and a dog in the front yard.
ASK:

Why were my instructio o follow the second time?

Answers will vary:

and "dog" and “front yard.”
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SAY:

ASK:

RECORD answers on a flip chart and encourage as many answers as po

SAY:

Common language is critical to good communication, and it’s especially important that we're all
on the same page about what good service looks like so we can communicate well with our

customers and with each other.

So, what is GOOD customer service?

Taking care of their needs; Saying hello; offering eye contact; answering questio out, elc.

A few minutes ago, you all knew exactly what /
a picture of a house with a free, two flowers,
a common language that everyone understoogd, re going to agree on a common
customer service language. During this works rly define our customer service

expectations by agreeing on a cu nguage, called GUEST standards. Let’s take a

shop they will be able to:

at each Standard looks like in our business.

lly what they will do differently when they return to their job.
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Activity: Entertaining Guests

POST blank flip chart paper.

TELL employees to think about a time when they had visitors to their home, a time when they:

£ Invited friends or family.
£0 Hosted an informal get together.

&0 Threw a party.

TELL employees to close their eyes and keep them closed until the activi I fo think about:

E0 When their guests arrived.
£ What they did when their guests came inside.
£1 What they did to help make their guests fe
&1 What they did when it was time for their gue

he follo

TELL empioyees they may open their eyes.
chart.

ASK:

ey came inside, what did you do?

m fo have a seal. Offered them something to drink or eat. Talked to them. Tried to make them

feel comfortable.
What did you SAY to them when they were ready to leave?

Thanks for coming.
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Did you talk about getting together again? What did you SAY?

Let’s plan on doing this again.

The Importance of Great Customer Service

ASK:
Why do you think we went through this activity?

Answers will vary...To see how we freat people when they visit us. To of host/hostess we

are.
POST flip chart #2: Treat your customers like GUESTS.
ASK:

Why are we spending time talking about cus

important to our company?

Answers will vary. Without cusfomer?
service sets us apart from othe

cusforners, as we wantto b en we are customers.
SAY something like:

Our compan on the level of customer service we offer our employees. We

all have g t guests in our own home. So, why not treat our customers the
same wa VD we are going to watch, Ken asks the very same question. This humorous

st what it means to treat customers like guests.

Not
wh

ion is designed to help employees understand why they are going through this training and

Fgreat customer service rmatters. If applicable, focus your comments on infernal cusfomer service.
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The Guest

Show the DVD/video.

Discussion and Debrief

ASK:
What was your favorite part of the show?
Answers will vary.

ASK:
Why does Ken say he wishes he could buy everything
Because he is freated like a welcomed guest,

omed guest?

What does Ken mean when he says he is tre

He is greefed by name. Vi takes car is thanked and invited back.
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Activity: My Vi
ASK for a show of hands.

Who has a friend or a relative like Vi?

Answers will vary.

Note: The idea here is fo generate discussion about a Vi your employees may know we

grandmother or grandfather, a neighbor, efc. Chances are it will be someone g

does.
ASK:
What kinds of things does sh
Answers will vary.

ASK for a show of hands:

No , tie in the best customer service story from the “Activity: The Best of Times, the Worst of

Times,

way Vi treats her customers like guests at the Country store. Talk about similarities and

differences.
SAY:

Vi in our story, and every “Vi” we’ve talked about is an example of what it means fto treat a

customer like a guest. Vi lives the GUEST Standards.
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ASK:

Who remembers the five GUEST Standards Ken talks about?

POST flip chart #4: Welcome...

Reinforce flip chart.

SAY:

&1 Welcome your customers,

£0 Use their name when possible.
&1 Take care of their needs.

&0 Thank them.

E0 Invite them back.

GUEST Service: How Do We

DISTRIBUTE Team Member's Service Asses

and that no one will see it.

loyees to complete the assessment honestly

Scoring

POST flip chart #5: Never
REFER {o flip chart ery answer, they should assign a point value.
ASK for a show of
score of 50 points?

‘scored between 40 and 507 Between 30 and 407 Less than 307
ieves we all have areas in which we can improve?

SAY:

We are going to talk about each of the GUEST Standards and what they mean in our business.
After we relate each standard to our line of business, you will have an opportunity to identify

ways in which to improve the guest service you offer.
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Activity: The GUEST Standards

Note: You need five groups for this activity. Regroup if necessary.

DISTRIBUTE “The GUEST Standards in Our Business” handouts. Place flip charts 6 through 10 at various

places in the room.
EXPLAIN:

£0 That it's time for everyone 1o get up out of their seats. ASK them to stand

&0 Each group will work on one of the GUEST Standards and hoiy i rol husiness.

E0 They will have about 5 minutes to talk about the discussits i d brainstorm improvement
ideas.

0 They will post their impraovement ideas on a fli hem with the rest of the
class.

The Guest DVD, when necessary.

Debrief

When time is up, ask everyone to
for the group that will pr

groups on frack with

Welcoming our G

we currently do to welcome our customers? How can we do it better?

Ideas for Improvement?

&0 Do we use their name?
ET What can we do to learn their name?
&0 What can we do to remember the name?

£ |deas for improvement?
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Anticipating Their Needs

&0
o

Thanking Them

&0
&N
i

Inviting Them Back
£

&0
&

Internal Guest Service

Note: If your participanis are frontline e

and go to the Wrap-up section.

What do we currently do to anticipate our customers’ needs? How can we do it better?

Ideas for improvement?

What do we currently do to show our customers we appreciate them?
What else can we do? How can we do it better?

Ideas for improvement?

What do we currently do to invite our custom can we do it better?

“See you next time” works, but is there anyth our business?

Ideas for Improvement?

iteract with internal customers, skip this section

POST flip chart #11: Qur Inferna

ASK:

2: Expectations...

What do our internal customers expect from us?

RECORD answers.

© 2008 Media Partners Corporation 21 The Guest Leader’s Guide



Activity: GUEST Standards for Internal Customers

Note: You need as many groups as infernal customer types in your organization. Regroup if necessary.

DISTRIBUTE "The GUEST Standards for Our Internal Customers” handout. Give each group a blank piece of

fiip chart paper.
EXPLAIN:

£1 Each group will work on one of the internal customers.

&M They will have about 5 minutes fo talk about which GUEST

customer and brainstorm ideas for improving and stren

&0 They will post their improvement ideas on a flip cha

class.
ASSIGN an internal customer to each group and tell the

participants to take their handouts and find a place to wo

Note: Walk around the room and help discussig

your internal customers, when necessar

Debrief

When time is up, ask everyone to

for the group that will presg

“Of the GUEST Standards, which are applicable to our relationship with our internal

customers?

ecord answers on flip chart.
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Activity: Expectations
POST flip chart 12; Expectations. ..

Place blank flip charts around the room. TELL groups to get up and go to one.

EXPLAIN:

&0 Groups should get up and go to a blank flip chart.
£ You will assign one internal customer to each group.

&1 Groups should discuss what the internal customer expects
GUEST Service Standards (refer to flip chart #12).

Debrief

ASK groups to share their answers.

activity as a farge group or comb

discuss.

© 2008 Media Partners Corporation 23 The Guest Leader’s Guide



Activity: Could Have, Should Have
SAY something like:

We talked earlier about our worst experiences as customers. We’ve probably all

made mistakes dealing with our guests too — hopefully not as severe as some of
dealings Ken had. But, there's no question we can probably all think of situations, '
with external and internal customers, that we could have handled better,
we might want to forgef they ever happened, these experiences can be a g

learning tool if we're willing to take the fime tfo process them.
DISTRIBUTE “Could Have, Should Have” Handout.

EXPLAIN:

£1 This is for their use only.

&1 Although we will be talking abd
fortable doin

need to share if they are

Debrief

ASK:
Does anyo ‘Customer service situation?

r own story if nobody volunteers. It can be either an infernal customer sfory or an

pending on your training needs.

ideas did you come up with to handle things differently?

Does anyone have additional ideas for handling this kind of customer situation?
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Conclusion

Wrap-up

Activity: Guest Service Action Plan

DISTRIBUTE Action Plans. EXPLAIN that there are two parts to the action plan. REF
charts 6 through 10.

flip

Note: Direct employees who only inferact with internal guests, to the GUE. rnal Customers

and the flip charis they completed.

Part 1
EXPLAIN:

&0 The group will vote on improvement ideas.

E0 To vote, everyone will get up a k next to the improvement idea they like best on

each flip chart,

&1 When everyone retur

£0

£
Note: As you an

SAY: As a

Fo learn our guests’ names, we will:

o remember our guests’ names, we will:
¢0 To anticipate our guests’ needs, we will:
£ To show our guests our appreciation we will thank them by:

E0 We will invite our guests back by:
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Note: If the complexities of your business make it unrealistic to implement an improvement plan that addresses

all five steps of freating customers like guests, choose one area fo work on that will impact your business the

most.

Part 2

Refer participants back to their assessment. TELL them to consider one or two things, based origiteas they

need to improve on, {o add to their action plan. Direct them to the bottom of the Action Plan.

SAY:

In addition, based on my Guest Service Assessment, | will also the guest

service | offer by:

Following Up

TELL employees your plans for following up with them. to do to help keep the GUEST

Standards top of mind.

THANK participants for attending the training
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Class Aids

Reproducible Handouts

£
&
&l
£
£
&0
&
0
&
£0

&0

Meeting Announcement: Personal Invitation

Meeting Announcement: Staff Meeting Posting
GUEST Service Assessment: How Do We Rate?
GUEST Standards in Our Business: Welcome
GUEST Standards in Our Business: Use Their Name
GUEST Standards in Qur Business: Anticipate Nee
GUEST Standards in Our Business: Thank T
GUEST Standards in Our Business: Invit
GUEST Standards for Our Internal Custome;
Shouid Have, Could Have Har

Team Guest Action Plg
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Dear

To focus our attention on the importance of our customers, we are offering a humorous training workshop called

The Guest, for all employees.

During the workshop, you will watch and discuss an engaging and funny DVD that illustrates how easy it is to

offer great customer service when you choose to freat a customer as you would a guest in your

The Guest workshop will help us build a common language around what it means to dg ice in our

business.
At the end of this workshop, you will be able to:

£0 List the GUEST Standards.
&0l Describe what each standard looks like in cur busin
E0 Identify specifically what you are going to do o sturn to your job.

Workshop Details are:

Date:

Time:

Place:

See you thent
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GUEST Service: How Do We Rate?

Team Member’s Service Assessment

1 Never 2 Rarely 3 Occasionally 4 Often 5 Always

| treat each customer as if he or she was the only one that day.
When I'm in a bad mood, | make sure it doesn’t show at work.
Every time a customer calls or walks in, | smile and greet them wa

Even when it's really busy and I'm feeling a littie overwhel

acknowledge a customer who walks in.
I | know a customer’s name, | use it.

| try to anticipate my customer’s needs.
| thank our customers for coming
| invite our customers back
i treat every custom

| treat co-workel

Score __
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Our GUEST Standards: Welcoming Them

Welcoming our guests.

&0
&0
&0
&l
£

£

Ideas for improving in this area:

How do we greet our customers?

Are there times when we don't greet our customers? Why?

What specifics can we do in our business to make s ers feel like welcomed guests?

How can we do it better?
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Our GUEST Standards: Using Their Name

How do you think our customers feel when we fry to use their name?

Do we use thelr name?

What opportunities do we have in our business to make note of our customers’ names? What ¢ e do fo fearn
their name?

Creative ways for remembering a person’s name:

Do we think most people are com our customers’ names? If uncomfortable, why? What can we do

to make everyone feel comfortabh

Ideas for improv,
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Our GUEST Standards: Anticipating Their
Needs

What do we currently do fo anticipate our customers’ needs?

How can we do it befter?

What about when things don't go very smoothly? What kinds of things can we fry fo d ; rs fo help

them understand that we're doing everything we can to meet their needs then?
What is our reaction when a cusfomer gets upset or angry?
What steps can we fake fo be better prepared for when things go wron

What can we do to better handle custorer cormplaints or problem;

Ideas for improving in this area:
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Our GUEST Standards: Thanking Them

What do we currently do fo show our customers we appreciate themn? How can we do if better?

What else can we do?

Creative Ways to SAY “thank you” in our business:
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Our GUEST Standards:
Inviting Them Back

What do we currently do to invite our customers back? How can we do it better?

“See you next time” works, but is there anything more specific or befter suited to our line if busine

What else can we do?

Creative ways to invite our customers to return:

Ideas for img
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GUEST Standards for Our Internal
Customers

Who are our internal customers?

What do our internal customers expect from us?

Of the GUEST Standards, which apply to our internal customers?

What do we currently do to show our internal customers we value and respect them?

What else can we do?

Creative ways to make sure we treat our interna s as guests:

Ideas for ning our relationship with our internal customers:
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Should Have, Could Have

Think back to a guest encounter that left much to be desired. What was the situation?
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GUEST Action Plan

As a group, we have committed to do the following:

To welcome our guests, we will:

To learn our guests’ names, we will:

To remember our guests’

ests’ needs, we will:
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To show our guests our appreciation we will thank them by:

We will invite our guests back by:

In addition, based on my GUEST Service A Iso work to

improve the guest service | offer by:

Signature: date:
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