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How do you get someone
Who has never received

Red carpet service to give it? 
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When you think of 
extraordinary customer service, 

you think 
of…?
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Your Customer Service
is only as good

as your
least engaged
employee.



Seven Essential Service Skills

WELCOME – 
SMILE, EYE 
CONTACT, 
FRIENDLY 
GREETING

LANGUAGE – 
WHAT TO SAY 

AND WHAT NOT 
TO SAY

DISCERNMENT – 
THE ABILITY TO 
ADJUST THEIR 

APPROACH

RESPONSIVENES
S – AND SPEEDY 

EFFICIENCY

GRACEFULLY 
HANDLE UPSET 

CUSTOMERS

KNOWLEDGE OF 
YOUR SERVICES

WOW FACTOR – 
DISCOVER AND 

DELIGHT 



HOSPITALITY

PROCE
SS/

CLINIC
AL

WOW
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3Set Them Up For 
Success:

Define the Experience 
and

Provide Skills Training
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The Key Is Variety! 

VISUAL AUDITORY INTERACTIVE



Can changing just one 
thought change the energy 

of the room?
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Micro-Learning Sessions
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The 
15-minute 
training 
formula

State the 
Premise

Give an 
Example/Tell 

a Story

Demonstrate 
or Show a 

Visual
Lead an 
Activity

Debrief/Reca
p Call to Action 



Learning & 
Development 

Activities

• Skills Practice

• Pair Share

• Group Share

• Poster Presentations

• Voting 

• Demonstrations

• Flip Chart Recording

• Scenario Solutions Discussion

• Escape Rooms



• What’s your worst 
customer service 
experience?

• What’s your best 
customer service 
experience? 
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Say This, 
Not That!









Regular 
Reinforcement

• Micro-Learning Sessions

• Stories Worth Sharing

• Notice and Acknowledge

• Red Carpet Rallies 

• Customer Service Competitions



The Celebrity 
Experience!
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