Hospitality Ulster

STEP 3: The Ten Commandments of Customer Care


1. SMILE – YOU ARE ON STAGE!

S = Sincerity: be sincere when you greet, talk to and liaise with customers; there will be days when you don’t feel like smiling, when things don’t go right for you, when times get tough – the real art of delivering good hospitality involves the ability to smile everyday; remember the very least a customer expects is a friendly and welcoming service, they have come to your outlet to unwind, treat a family member or to have a business lunch with an important client – they will not be aware of your worries because they’ve got their own! 
Make no mistake, smiling is a weapon!

People respond positively to smiles. That’s why most service professionals are good at smiling. Waiting staff, customer service reps and even salesmen have to be able to smile at will; your success and the company success depends’ on it.

M = Motivation: it is difficult to keep motivated every day – we have trouble at home, bills to pay etc, but our very livelihoods depend on it! You only get out of your job what you put into it – so try to remain positive. If you appear motivated, positive and happy – this is one sure way of winning over a customer. It also helps you to get through the day which can be difficult enough and it also helps your team mates! 

I = Integrity: encompasses honesty, truthfulness and reliability. These are the things that you expect from people everyday, so why can’t they expect the same from you. There are 2 types of customers; 

INTERNAL - customers are those people on your team; the people in other departments and includes the entire workforce. We should always display the same behaviour when dealing with our work colleagues as dealing with members of the public

EXTERNAL – customers are members of the public and general visitors to our premises  
L = Laughter: Yes, it’s a job, but the hospitality industry should exude enjoyment! We want you to enjoy working with Botanic Inns, we believe that if you are happy, it’s easier to make our customers happy – so we want you to be able to have a laugh at work and enjoy yourself! You need to tell us if something goes wrong. 

E = Enthusiasm: To succeed in this industry, you’ve got to be enthusiastic; your positivity / negativity will be evident to customers the minute they meet you. How you present yourself and your body language will help a customer decide if they want to stay for something to eat or drink! So be NICE! 
2. PRACTICE THE “3 FEET GREET”
Greet your customers as they enter the outlet – a simple acknowledgment to show you are ready to serve, or if you are already serving someone, the acknowledgement will tell the customer that you will be with them in a moment. Besides, its manners to say hello! 
3. RESOLVE PROBLEMS USING L.A.S.T
A Customer complaint is an “opportunity” – you have the chance to turn the situation around, to impress the customer and to ensure that by your positive attitude in addressing their problem, they will return to your outlet.

So what does L.A.S.T mean?

L = LISTEN to the customer – customers will not always be polite, so listen to what they have to say first of all. By remaining calm, you reduce the tension in any situation and avoid an argument at all costs because it makes the situation worse and this will affect other customers. By remaining polite you make it more difficult for the customer to be impolite to you!

A = APOLOGISE – say that you are sorry that the customer is having this trouble and that you are here to help resolve it. 

S = SOLVE – the customer will expect you to resolve the problem; if you do not know the answers, ask your manager or supervisor who is on duty, or ask any member of your team for assistance – but remember you have to achieve customer satisfaction!
T = THANK – thank the customer for bringing the problem to your attention; however small the problem, it has obviously mattered to the customer so seize the opportunity to put it right. For every situation you turn around, this contributes greatly to your own success as an individual and to the company! 
4. TAKE PRIDE AND CARE OF YOUR PERSONAL APPEARANCE

Imagine you are going for an interview – you’ll want to look your best, you put on your best clothes, you look smart and you want to impress because you know, your presentation is important to the interviewers. We have to apply the same principles to hospitality; Remember, the customer has to make a decision to stay in your outlet; this decision is based on how they are looked after and that’s down to you. You only get one chance to make a first impression; make sure that your uniform is clean, that you are presentable and that you take pride in your appearance; 

5. USE PROPER TELEPHONE ETIQUETTE

Answer the call within 5 rings, identifying yourself and the outlets; Simply say Good morning / afternoon / evening; Denvirs Hotel John speaking, how can I help you? Always remain polite, ensure that you get the message and make a note of the message; If it’s a customer, ask for the basics - NAME: ADDRESS: TELEPHONE NUMBER: and what the enquiry is about!

6. IDENTIFY AND MEET THE NEEDS OF INTERNAL AND  

    EXTERNAL CUSTOMERS

We are all part of a team and we have to rely on each other to get the job done; so our internal customers are work colleagues across the company. Remember, when we need something done, the least we expect is good manners and an answer to our problem. We must do the same when the roles are reversed and we are asked for something; Our external customers are members of the public, could be your family and friends and like our internal customers, they should be treated with respect and care. We are here to provide a service to everyone and we should think about a situation in which we needed help and what we expected in that situation.

7. RESPECT EACH OTHER AND YOUR CUSTOMERS

We should treat each other in the way we would expect to be treated ourselves; respect has to be earned so if we give respect to others, it is the best way to earn this in return. Mutual respect and politeness go a long way in business today!
8. BE KNOWLEDEABLE ABOUT YOUR OUTLETS’S AND BOTANIC     

    INNS PRODUCTS AND SERVICES  

Have you ever wanted to buy something and were told, sorry we don’t have that or sorry we cannot provide that – then you were not given any alternatives or no further help; “Frustrating isn’t it” so imagine if a customer asks you about a type of food, a drink or a service what are you going to say if you cant provide exactly what they are looking for? Suggest an alternative, this may be an alternative wine, beer, cocktail etc. 

They may have asked for a particular type of food and it’s not on the menu – see what is similar and offer that. Don’t be tempted to take the easy way out and just say no! Get to know what your outlet has to offer – the range of food and beverage – you can even suggest a nice wine that goes with a specific type of food. If it happens that you don’t know – just ask one of your team to help you and remember – you could be the one to give this help so remember we are part of a team. Be proactive – if you owned your own business and depended on making a sale, what action would you take to make that sale?
9. CLEAN AS YOU GO BOTH FRONT AND BACK OF HOUSE

Make sure that you help to keep your place of work clean – remember, if you don’t clean up, it’s your team mate who comes in on the next shift who has to face the mess. Believe it or not, a clean and tidy place of work can lead to a more comfortable and happier working environment. It also maintains the team spirit and ensures that everyone plays their part. Imagine when you arrive on shift and the outlet is untidy and you have to clear up the mess from the shift before – how would you feel? 

10. PROVIDE A FOND FAREWELL TO EACH AND EVERY  

      CUSTOMER

When a visitor leaves your house, what do you do? You say goodbye, exchange pleasantries and wish them well or a safe journey home! The same principle must be applied to our customers. Thank the customer for their business, simply say goodbye and hope to see you soon. When you get to know regular customers, you’ll be able to identify what they like and how they expect to be treated, so get to know your customers!
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