CUSTOMER
SERVIGE
TRAINING

TIMELESS INNS




WHAT WE WILL COVER

* Understanding customer service

- Handling customer complaints Let’s start with a small activity....

* The do’s and the don'ts Using the post it notes provided tell me..

* The customer journey

* The three ring principle and how we apply WHAT |S CUSTOM ER

it

* Timeless Inns Customer Service policies SERVICE’

and procedures



Customers make pay days possible....

A customer is the most important person
whether in person, over the phone, via social
media or even writing to us.

A customer is not dependent on us we depend on
them for our living

A customer is not an interruption to our work,
customers are the reason we are at work

A customer is not someone whom to argue or
match our wits, no one has ever won an argument
with a customer

A customer is not a statistic a customer is flesh
and blood with emotions just like us

A customer is the most important person in the
firm, for without there would be no business.

UNDERSTANDING
CUSTOMER SERVICE

Customer service gives us a
competitive advantage most pubs
these days provide an excellent

range of drinks and good range of

food. So having the better service

over your competitors will give
you the edge. The welcome they
receive when they arrive, & the
quality of service during their visit
is of paramount importance as you
only get one occasion to impress
and turn them into a profitable

regular.




Definitions of customer service

v All activities that occur between
the pub and its customers

v'Meeting and exceeding customer
needs and expectations

v’ Taking action to promote and
maintain customer satisfaction

v'It is a continual journey

THE VALUE OF
A CUSTOMER

If you have a customer who
visits you three time per week.
For 48 weeks a year and
spends £15.00 per visit, that
one customer is worth £45.00
x 48 = £2160 per year so 20
regular customers are worth a
massive £43,200.




WHY CUSTOMERS DISAPPEAR

Product ® Lured by competitors
Influenced by friends Move away or die

Indifferent attitude of staff or owner

14%

5%

3%

69%

THE MAIN REASON
A CUSTOMER WILL
DISAPPEAR..

Simple... a customer wants a
warm welcome and excelled
service for the whole duration of
the visit. If a stage of the
customers journey was not fulfilled

they may complain.

If customer service is good other
complaints can be dealt with

efficiently with the outcome

eventually becoming a positive

one..




KEEP
CALM

ACTIVITY
TIME!!

ACTIVITY

Using your post it notes
write down the following and

put it on the appropriate
board...

What could a customer
complain about?

What do you do if a
customer complains?

What can we offer a
customer that complains?

We will the discuss further...




Express respect — ensure
the customer knows
their complaint is
important

Uncover the
expectations — ask the
customer what they feels
needs to be done.

Double check
satisfaction — speak with
the customer and ensure

they are still satisfied
with the outcome

Outline the solutions — |
will take this action
although these options
are also available

ACT BEFORE THE
CUSTOMER...

Customer now have the option to
communicate complaints via social
media, not only do we need to be
equipped to deal with a complaint
when if it arises but we also need
to be able to read a customers
vibe and body language to ensure
there experience is of excellent
quality. Preventing any complaints

verbally or via social media.

We need to act before
the customer does...



Levels of Complaints...

4 )

Level 3 Complaint

The customer complaint is of the highest
level — customer is completely dissatisfied
and wants to escalate to the highest level.

A\
Level 2 Complaint

The customer complaint is of middle
ground, some good aspects but still not up
to the standard required. It could also be a

cluster of level | complaints )

\

\_
/
Level | Complaint

Many aspects were good but a slight hiccup
dampened the experience

\_ _




KEEP
CALM

IT'S

ACTIVITY
TIME!!

ACTIVITY

Going back to the

previous activity you
have written examples
of what a customer
could complain about
now | want you to split
these into Level |,
Level 2 or Level 3

complaints




Level |




Level 2




Level 3




)

2)

3)
4)

)

Remember

The earlier you deal with the
complaint the better

You as the staff member needs to
make a judgement of what level the
complaint is Level |,2 or 3

Do what you say your going to do,
ensure the customer gets a follow up

Resolve the complaint as quickly and
efficiently as possible don’t delay

The better we deal with complaints
the less likely customers will turn to
social media

CUSTOMER
COMPLAINTS

Remember drink is
food, a customer can
also complain about

drinks just as much

food you must ensure

your drinks are just as

perfect and as satisfying

as the food you serve.




Again using your post
It notes give me...
5 do’s when it

comes to
customer service

&

5 don’ts when it
comes to
customer service

KEEP
CALM

ACTIVITY
TIME!!




AN NN VAN YN U U U U N N N Y NI N

Smile

Cheerfully great your customers

Speak clearly and polite

Answer questions fully

Say please and thank you

Look interested in what the customer is saying to you

Take care with first names

Be carful when anticipating orders

Be seen to be attentive and helpful

Offer food and drinks

Repeat order back to the customer to avoid mistakes

Keep a sense of humour

Say thank you when giving change

Be patient with indecisive customers and use the opportunity to sell
Up sell products — customer like staff with knowledge

Have good team spirit

Avoid embarrassing customer be discreet

Learn to listen

Listen to customer responses about the level of service they
received

Every business’s

greatest assets
are its
customers,
because without
customers
there is no
business.




Continue to talk to another customer or member of staff while you are
serving a customer

Customer

Chew gum

[ ) o
Listen in on other conversations Se I"VI Ce IS

Leave the bar unattended

Be tactless with customers abO Ut meeti ng
Interrupt conversations o
e oo am and exceeding

Have favourites amongst customers or staff

Loose your temper “win the argument loose the sale”

. . customers
Have untidy or unclean clothes shoes or hair
Tell a telephone customer that a customer is at the bar n eeds and

Lean on the bar

Keep hands in pockets

expectations

Argue with other staff members within the pub
Discuss your own personal problems
lgnore people

Adopt a negative body posture










In teams of 2 |
want you to think
about a
customers visit
and using the
document
provided write
down each stage
of that customers
journey.

KEEP
CALM

IT'S

ACTIVITY
TIME!!







Scenario |

* Putting glasses away

* Serving the customer stood at the bar waiting
* Organising a customer bill

* Chopping fruit which is low but not yet ran out

Scenario 2

* Finishing the cleaning job you have almost completed
* Answering the phone

* Dealing with a salesman

* Acknowledging a customer that has just walked
through the door.

Scenario 3

* Finishing the cleaning job you have almost
completed

* Answering the phone

* Preparing a customers bill for a colleague

JOB PRIORITISING

Prioritising your jobs has a key role
to play when your in a customer
facing role. Different organisations
will have different agendas but
every organisations first priority
will be its customers and potential

customers.

Using the 3 secanrios
provided put those jobs in
order the first being the
highest priority the last
being the lowest priority.




Scenario |

Serving the customer stood at the bar waiting
Organising a customer bill
Putting glasses away

Chopping fruit which is low but not yet ran out — can
this job be delegated to kitchen team if not busy?

Scenario 2

Acknowledging a customer that has just walked
through the door.

Answering the phone
Dealing with a salesman

Finishing the cleaning job you have almost completed

Scenario 3

Answering the phone

Preparing a customers bill who is sat at a table for
a colleague

Finishing the cleaning job you have almost
completed

REMEMBER...

\“\'

Anything that involves
customer interaction is your

highest priority.

Phone calls are bookings,
bookings are wages — the
phone should be high on your

agenda

If cleaning jobs cant be done
because you are busy with
customers you can always
come back to them at a non

busy period.




THE THREE RING
PRINCIPLE

The basic — offer food &
Expected drink

Expected — the expected is
what your customers expect
you will have — warm, clean
toilets, comfort, food & drink

WOW — the WOWS are
about exceeding your
customer expectations and

doing something to make you
stand out.

OW-FACTOR




Expected

Basic










THANK YOU

JACK HALSALL
/| 07802384625



mailto:jackhalsall2@gmail.com

