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A Note from the Author
I wrote the original A Heart To Serve because I believed then—and still
believe now—that work gives us an opportunity to present our character
to the world.

This new edition keeps the heart, honesty, humor, and accountability of
the original while adding practical tools for today’s workplace. It is for
the employee beginning a first job, the experienced professional who
needs renewal, the leader building a service culture, and anyone who
wants to leave people better than they found them.

Exceptional service is not perfection. It is the daily decision to be
present, prepared, respectful, and willing to help.

Let us do the work—and let the work work.
Ahli Victoria Love
Founder & Chief Executive Officer
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How to Use This Guide
Read one chapter at a time. Complete the reflection questions honestly.
Choose one practice to apply before moving to the next chapter.

Use the guide individually, with a team, during onboarding, or as the
foundation for a customer-service workshop.

Each chapter includes:
• A core lesson

• Practical service standards

• A reflection page

• One immediate action

The goal is not to finish quickly. The goal is to
change how you serve.
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CHAPTER 1

Service Starts in the
Heart

Exceptional service begins before the customer
speaks. It begins with the posture you bring into

the room.
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Service Starts in the Heart
Customer service is not merely a transaction. It is the opportunity to help
another person, solve a problem, and create an experience that
communicates respect.

My own service journey began at fifteen, when I was hired by White
Castle. I was proud to have a job and grateful that serving customers
allowed me to help my single mother with bills while providing for
myself. I learned early that customers were not interruptions. They were
the reason the work existed.

A heart to serve does not mean tolerating mistreatment or pretending
every moment is easy. It means choosing professionalism, care, and
integrity even when the situation requires patience.

SERVICE IN PRACTICE
• See the person before the transaction.

• Treat service as a responsibility and a privilege.

• Let your values guide your behavior when your emotions fluctuate.

One action for today
Choose one standard above and apply it in your next customer
interaction.
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Reflection
What does “a heart to serve” mean to you?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

When have you felt genuinely cared for as a customer?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

What quality do you want customers to remember about you?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

My commitment
Before the next chapter, I will: ______________________________________
__________________________________________________________________
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CHAPTER 2

Understand the
Customer Relationship

Your employer issues the paycheck, but customers
create the business that makes the paycheck

possible.
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Understand the Customer
Relationship
Every purchase supports the organization. That business supports jobs,
wages, growth, and the resources employees use to care for themselves
and their families.

This does not make the customer superior to the employee. It makes the
relationship interdependent. Customers deserve honesty, competence,
attention, and gratitude; employees deserve dignity, support, training,
and fair treatment.

When you understand the relationship, service stops feeling like
submission. It becomes a professional exchange in which both people
matter.

SERVICE IN PRACTICE
• Connect each task to the customer outcome it supports.

• Never make a customer feel like a burden for needing the service your
organization offers.

• Honor your role without surrendering your boundaries or dignity.

One action for today
Choose one standard above and apply it in your next customer
interaction.
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Reflection
How does your work contribute to the customer experience?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

What customer need is your role responsible for meeting?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

Where could you show more appreciation without becoming inauthentic?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

My commitment
Before the next chapter, I will: ______________________________________
__________________________________________________________________
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CHAPTER 3

First Impressions Speak
First

Customers often decide whether they trust an
organization before the conversation is fully

underway.
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First Impressions Speak First
Your appearance, posture, facial expression, pace, workspace, greeting,
and tone all send a message. None of these require perfection. They
require intention.

A strong first impression says: I see you. I am prepared. I am willing to
help. A weak first impression says: you are interrupting me. The
customer should not have to fight through your mood to receive basic
service.

Professional presence is not about expensive clothing or performing a
false personality. It is about being clean, appropriate, attentive, and
ready for the responsibility you accepted.

SERVICE IN PRACTICE
• Acknowledge customers promptly, even when you are busy.

• Use open body language and a calm, welcoming tone.

• Keep the customer-facing environment organized and ready.

One action for today
Choose one standard above and apply it in your next customer
interaction.
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Reflection
What does your current first impression communicate?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

Which nonverbal habit could undermine your service?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

Write the greeting you want to use consistently.

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

My commitment
Before the next chapter, I will: ______________________________________
__________________________________________________________________



A HEART TO SERVE | POCKET GUIDE NO. 1 15

CHAPTER 4

Attitude, Energy, and
Work Ethic

Your attitude enters the interaction before your
words do.
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Attitude, Energy, and Work Ethic
Everyone has difficult days. Professionalism does not require you to deny
your emotions; it requires you to manage how those emotions affect
other people.

Work ethic is the practice of doing what you agreed to do with care and
consistency. It includes reliability, urgency, integrity, preparation,
follow-through, and respect for other people’s time.

When your energy is low, return to purpose. Take a breath. Organize
your next action. Ask for appropriate support. Then serve the person in
front of you without making them responsible for what happened before
they arrived.

SERVICE IN PRACTICE
• Pause before reacting.

• Replace emotional leakage with clear communication.

• Ask for help before frustration becomes poor service.

One action for today
Choose one standard above and apply it in your next customer
interaction.
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Reflection
What usually changes your energy at work?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

How do customers know when you are frustrated?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

Create a two-minute reset routine for difficult days.

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

My commitment
Before the next chapter, I will: ______________________________________
__________________________________________________________________
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CHAPTER 5

You Got the Job—Now
Stay Excellent

The excitement of being hired should mature into
the discipline of being dependable.
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You Got the Job—Now Stay
Excellent
Think about what it took to earn the opportunity: applications,
interviews, preparation, waiting, and hope. Your first-day energy does
not have to disappear after the third week.

Familiarity can quietly lower standards. Employees begin arriving less
prepared, moving more slowly, gossiping more, and treating customers
as obstacles. Excellence requires noticing that drift early.

You do not need to feel inspired every minute. You do need habits that
protect the quality of your work when inspiration is absent.

SERVICE IN PRACTICE
• Arrive ready—not merely present.

• Continue learning after orientation ends.

• Measure yourself against the standard, not against the least engaged
person on the team.

One action for today
Choose one standard above and apply it in your next customer
interaction.
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Reflection
What has changed since your first week in the role?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

Which standard have you allowed to slip?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

What one habit would restore your original momentum?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

My commitment
Before the next chapter, I will: ______________________________________
__________________________________________________________________
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CHAPTER 6

Professionalism Is a
Daily Practice

Professionalism is how you protect trust.
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Professionalism Is a Daily Practice
It includes punctuality, grooming, appropriate dress, respectful
language, confidentiality, responsible technology use, accurate
information, and follow-through.

Ask yourself the question from the original A Heart To Serve ebook:
“Would I hire me?” The point is not self-criticism. The point is honest
self-leadership.

A professional employee does not wait for a manager to correct every
detail. They notice what needs attention and take responsible action
within their authority.

SERVICE IN PRACTICE
• Keep personal conversations away from customer-facing moments.

• Do not discuss confidential customer or workplace information casually.

• If you make a commitment, document it and follow through.

One action for today
Choose one standard above and apply it in your next customer
interaction.
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Reflection
Would you hire the version of yourself who showed up this week? Why?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

What does professional appearance mean in your workplace?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

Where do you need stronger boundaries?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

My commitment
Before the next chapter, I will: ______________________________________
__________________________________________________________________
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CHAPTER 7

Communication That
Builds Trust

Good service depends on what the customer
understands—not only on what you intended to

say.
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Communication That Builds Trust
Listen without planning your defense. Ask clarifying questions. Explain
what you can do, what you cannot do, and what will happen next.

Tone matters. The same information can create cooperation or conflict
depending on how it is delivered. Clear does not mean cold, and kind
does not mean vague.

Never force a customer to chase information you promised to provide. If
the answer changes or a delay occurs, communicate before the
customer has to ask.

SERVICE IN PRACTICE
• Use the customer’s name when appropriate.

• Confirm the request in your own words.

• End with a clear next step, owner, and timeframe.

One action for today
Choose one standard above and apply it in your next customer
interaction.
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Reflection
Which communication habit causes the most misunderstandings?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

How can you replace “That’s not my department” with ownership
language?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

Write one clear expectation-setting sentence.

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

My commitment
Before the next chapter, I will: ______________________________________
__________________________________________________________________
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CHAPTER 8

Serving Difficult
Customers

A difficult interaction is a test of skill—not
permission to abandon dignity.
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Serving Difficult Customers
Customers may arrive frustrated, confused, impatient, or fearful. Their
behavior may be unpleasant, but you still control your contribution to the
interaction.

Stay calm, listen for the actual need, and avoid matching the customer’s
emotional intensity. Acknowledge the concern without agreeing to
inaccurate claims.

A heart to serve includes boundaries. Threats, harassment,
discrimination, or unsafe behavior should be handled according to
organizational policy. Compassion does not require accepting abuse.

SERVICE IN PRACTICE
• Lower your pace and voice instead of escalating.

• Separate the person from the problem.

• Know when to involve a supervisor or safety resource.

One action for today
Choose one standard above and apply it in your next customer
interaction.
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Reflection
What behavior is hardest for you to respond to calmly?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

What phrase helps you acknowledge frustration without admitting fault?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

What is your workplace escalation process?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

My commitment
Before the next chapter, I will: ______________________________________
__________________________________________________________________
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CHAPTER 9

Service Recovery
Mistakes do not have to end trust. Poor recovery

often does.
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Service Recovery
When something goes wrong, customers need clarity, ownership, and
movement. Defensiveness wastes time and makes the customer carry
the organization’s problem.

Use the HEART recovery method: Hear the full concern. Empathize with
the impact. Acknowledge what happened. Resolve what you can. Track
the follow-through.

Do not promise what you cannot deliver. A truthful, specific solution is
more trustworthy than a dramatic promise that creates a second failure.

SERVICE IN PRACTICE
• Apologize for the experience without blaming another employee.

• Offer realistic options within your authority.

• Confirm that the resolution actually occurred.

One action for today
Choose one standard above and apply it in your next customer
interaction.
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Reflection
Describe a recent service failure.

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

Where did ownership break down?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

How could the HEART method improve the outcome?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

My commitment
Before the next chapter, I will: ______________________________________
__________________________________________________________________
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CHAPTER 10

Teamwork Is Customer
Service

Customers experience the whole organization, not
the boundaries between departments.
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Teamwork Is Customer Service
A polished greeting cannot compensate for poor handoffs, hidden
information, internal disrespect, or employees who refuse to help one
another.

Strong teams communicate, document, clarify ownership, and protect
the customer from internal confusion. They do not perform cooperation
only when leadership is watching.

How employees treat one another eventually reaches the customer.
Respect inside the workplace is not separate from service quality; it is
one of its foundations.

SERVICE IN PRACTICE
• Make warm handoffs instead of sending customers away blindly.

• Share accurate information with the next person responsible.

• Address team conflict privately and professionally.

One action for today
Choose one standard above and apply it in your next customer
interaction.
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Reflection
Where do customer handoffs fail in your workplace?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

What information should travel with every handoff?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

How can you support a teammate without taking over their role?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

My commitment
Before the next chapter, I will: ______________________________________
__________________________________________________________________
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CHAPTER 11

Gratitude, Purpose, and
Boundaries

Gratitude can renew service, but it should never be
used to excuse unhealthy conditions.
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Gratitude, Purpose, and
Boundaries
The original A Heart To Serve message asks employees to remember the
value of work, income, purpose, and the people who make business
possible. That perspective can restore energy and pride.

At the same time, gratitude does not erase the need for fair treatment,
psychological safety, appropriate pay, or accountable leadership. You
can appreciate your opportunity and still advocate for change.

Serve with integrity while making wise decisions about your future. If a
workplace is not right for you, remain professional while you seek a
healthier fit.

SERVICE IN PRACTICE
• Name what is still good without denying what needs to change.

• Use proper channels to report serious concerns.

• Do your best work while building your next responsible step.

One action for today
Choose one standard above and apply it in your next customer
interaction.
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Reflection
What are you grateful for in your current work?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

What condition needs to improve?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

What is one professional action you can take this week?

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

My commitment
Before the next chapter, I will: ______________________________________
__________________________________________________________________
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CHAPTER 12

Create Your Personal
Service Standard

Consistency becomes easier when you decide your
standard before pressure arrives.
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Create Your Personal Service
Standard
Your personal service standard is a short statement describing how you
choose to show up. It should be specific enough to guide behavior and
strong enough to survive a difficult day.

Build it around five commitments: presence, respect, competence,
ownership, and follow-through. These commitments travel with you from
one job to the next.

Your title may change. Your workplace may change. Your standard
should continue growing with you.

SERVICE IN PRACTICE
• Choose three words that define your service identity.

• Write behaviors that make those words visible.

• Review your standard at the beginning of each workweek.

One action for today
Choose one standard above and apply it in your next customer
interaction.
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Reflection
My three service words are…

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

Customers can see these values when I…

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

My personal service standard is…

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

My commitment
Before the next chapter, I will: ______________________________________
__________________________________________________________________
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Customer Service Questions &
Answers
Q: I smiled, but the customer still had a bad attitude. What do I do?

A: Lead your part of the environment. Stay courteous, focus on the need,
and do not allow the customer’s mood to control your behavior. Set
boundaries or escalate if conduct becomes abusive.

Q: My supervisor is unprofessional. What should I do?

A: Document specific behavior and its impact. When safe, address the
concern professionally or use the appropriate manager, human
resources, ethics, union, or employee-relations channel.

Q: This job is not what I expected. What now?

A: Clarify whether the problem can be repaired through training,
communication, or a role change. Continue meeting reasonable
standards while you make a responsible transition plan.

Q: I am having a bad day. How can I still provide good service?

A: Pause before your shift, breathe, identify what you can control, and
choose one grounding thought. Ask for support when needed. The goal is
emotional management—not emotional denial.

Q: What if I do not know the answer?

A: Say so honestly, then take ownership of finding the correct
information or connecting the customer with someone who can help.

Q: What if the customer is wrong?

A: Correct the information without humiliating the person. Use facts, a
calm tone, and choices wherever possible.
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30-Day Exceptional Service
Challenge
Complete one practice each workday. Repeat the list if your schedule
extends beyond thirty calendar days.

□ Day 1: Greet every customer promptly.

□ Day 2: Use the customer’s name appropriately.

□ Day 3: Remove one distraction from your service area.

□ Day 4: Ask one clarifying question before offering a solution.

□ Day 5: Thank a customer sincerely.

□ Day 6: Make one warm handoff.

□ Day 7: Follow up on a promise before being reminded.

□ Day 8: Recognize a teammate’s helpful action.

□ Day 9: Replace one negative phrase with ownership language.

□ Day 10: Practice your two-minute emotional reset.

□ Day 11: Check your appearance and workspace before your shift.

□ Day 12: Learn one policy or product detail.

□ Day 13: Invite feedback from a trusted colleague.

□ Day 14: Use the HEART method during a concern.

□ Day 15: Document a customer need accurately.

□ Day 16: Slow down your tone during tension.

□ Day 17: Correct a mistake without making excuses.

□ Day 18: Offer realistic choices.

□ Day 19: Protect confidential information.

□ Day 20: Ask, “What would make this easier for the customer?”

□ Day 21: Arrive five minutes more prepared.

□ Day 22: Notice a customer who may need extra patience.

□ Day 23: End every interaction with a clear next step.

□ Day 24: Avoid workplace gossip for the entire day.

□ Day 25: Thank someone whose work supports yours.

□ Day 26: Identify one broken handoff and suggest a fix.

□ Day 27: Review your personal service standard.
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□ Day 28: Celebrate one improvement.

□ Day 29: Teach one service principle to someone else.

□ Day 30: Write what changed in you during the challenge.
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The AHTS Customer Service
Pledge

I choose to serve with heart.
I will see the person before the transaction. I will communicate with
respect, protect trust, take ownership of my responsibilities, and
continue learning. I will manage my emotions without making other
people carry them. I will maintain healthy boundaries and seek help
when safety, fairness, or authority requires it. I will remember that every
interaction can strengthen or weaken another person’s experience.

I will do my best to leave people better equipped than when they
arrived.

Name: ________________________________________

Signature: _____________________________________

Date: _________________________________________
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Closing Reflection
When you go into a service environment, what kind of experience do you
hope to receive? How would you want someone you love to be treated?

Your customer had choices. They chose to bring their time, trust,
attention, and resources to your organization. Your response to that
choice becomes part of the organization’s reputation—and part of your
own.

So again, I ask you:

Will you choose to have a
heart to serve?

Empowering Hearts. Equipping Minds. Inspiring
Service.
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