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Give People Effective Training to Support the Delivery of Exceptional Service
QUALITY SERVICE CUES
· Become an Expert Guestologist > learn who your “customers” are and what they expect
· Create a Guest Profile > demographics and psychographics (attitudes)

· Use the Guestology Compass to Manage Customer Information > collect and analyze needs, wants, emotions
· Articulate a Unique Service Theme > defines the organization’s purpose, communicates a message internally, and creates the organization’s image

· Define Your Critical Service Standards > at Disney – Safety, Courtesy, Show & Efficiency

· Recognize the Primary Service Delivery Systems > Cast (Employees), Setting & Process
· Make a Memorable First Impression > what’s the first point of contact in your organization?
· Communicate the Heart & Soul of the Organization First > during employee orientation, spend more time on  your organization’s vision and culture  than on the “paperwork”
· Speak a Service Language / Wear a Service Wardrobe > communicates an image in the customer’s mind
· Establish a Set of Performance Tips > generic behaviors expected of employees

· Build a Performance Culture

· Define Your Setting/Environment

· Tell Your Story through the Setting > walk through the service experience in your organization wearing the “customer’s” shoes

· Guide the Customer Experience with Setting > physical layout, signage

· Separate Onstage and Backstage >public areas versus staff areas; public service staff need a “backstage” too
· Maintain Your Setting with a Consistent, Comprehensive Effort > enlist every employee in the maintenance effort

· Take a Process Orientation to Service Delivery > ¾ of service is delivered via processes 

· Collect and Analyze Combustion Statements > indicators of service issues that need to be solved and attempt to avoid combustion points before they become explosion points
· Optimize Guest Flow throughout the Service Experience > allow guests to self-manage their experience wherever possible
· Equip Your Cast (Employees) to Communicate with Guests > provide cast with the right information!
· Create Processes for Guests Who Need Service Attention > everyone is a VIP but some to have special needs
· Debug Service Processes Continuously

· Build a Service Organization Greater than the Sum of Its Parts

· Exceed Your Guests’ Expectations and Pay Attention to Detail
· Choose the Service Solutions that are High-Touch, High-Show, & High-Tech

Adapted from The Disney Institute. Be Our Guest: Perfecting the Art of Customer Service.  

Foreword by Michael D. Eisner. New York: Disney Editions, 2001.

