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My Superpower is 
Hospitality 





So how much do you care? 



Who are Your Customers? 
Internal 

External 

Parents 

Providers 

Children 

Staff 

Community 

Who are we missing?  



Think In Your Mind/Pair Off 
Share with your group/partner the worst customer service  

experience you have ever had 

How did it make you feel? 

How many people did you tell? 

How long ago was it? Are you still telling the story? 

 



Now…. 
Think of an amazing or the best customer service experience 

you have ever had 

Is it difficult or easy to find one? 

How many people did you tell? 

Are you still talking about it? 



When you think of Exceptional service … 
(Disney, Nordstrom, Starbucks, Ritz-Carlton don’t count)  

 

 



Why is Exceptional Customer Service So Important 
We are not the only game in town anymore...even if we were, 

the competition is just around the corner 

 Success breeds competition  

The Internet has given everyone a voice and a platform to 

share their opinions with a false sense of security  

It’s safe to share every negative feeling, emotions, review 

without the fear of backlash 



Customer Service Conundrum 
Customer retention requires customer satisfaction 

 The problem: customer satisfaction is a moving target  

Today customers are more demanding than ever 

Continuing to raise the bar to retain repeat customers 

Success means raising the customer service bar at every 

customer service “touch point”  







“Whatever we have accomplished is 
due to the combined effort. The 
organization must be with you, or 
you can’t get it done….” Walt Disney 



You Could Learn So Much From a Mouse 
Practical Magic  

● Cast Members 

● Onstage 

○ Anyplace in front of guests 

○ Effortless performance 

● Offstage  

○ Out of sight of the guests 

○ Nuts & bolts to create the effortless performance 

Quality Service means exceeding your guest’s expectations by paying attention to every detail of the 

delivery of your products and services  



Service strategy: 
exceed guests’ 

expectations coupled 
with paying attention 

to every detail  

“When experience is 

consistent, seamless, 

and of high quality, 

guests return. And when 

they do, they come with 

heightened 

expectations, which in 

turn, incite Disney to 

even greater attention to 

detail.” 

- Theodore Kinni 

 

   



The Disney Quality Service Compass 
Guestology- 1st compass point 

“Art & science of knowing and 

understanding customers”  

Needs, wants, perceptions, & 

emotions of customers are the basis 

for the action in all other points 

Service goals? 

Quality Standards 

Establish criteria for actions that 

accomplish the service goals 

Measure quality service  

In order of importance: safety,                         

      courtesy,show, and efficiency 



The Disney Quality Service Compass 
Delivery Systems 

Every organization needs three 

service-delivery systems: their 

employees, their setting, and their 

processes  

Performance cultures 

Setting = Everything speaks  

[Combustion points] 

Employees + setting = service-

delivery system 

Integration  

Integration Matrix 





What Is the Nordstrom Way? 
Phase I: Culture 

● Tell the story 

● Hire with care 

● Nurture the Nordie: Mentor, support, praise, recognize, and reward 

● Empower entrepreneurs to own the customer experience 

● Compensate according to results 

● Communication and Teamwork: We’re all in the customer service 

department  

● Citizen Nordstrom: Doing well, doing good 

 



What Is the Nordstrom Way? 
Phase II: Experience 

● Create an inviting place: Brick-and-Mortar still matters 

● Touchpoints: Multichannel customer service 

● The sale is never over: Establish, nurture, and sustain long-

term relationships with your customers 

Phase III: Application: How to Become the Nordstrom of Your Industry 

● Inverted Pyramid  

 







“In our system, employees must have a 
competitive spirit because we start comparing 
them the day they walk in the door. That’s one 
of the best ways we know how to improve. If we 
have competitive people, we can accomplish 
something.”  - James F. Nordstrom (1940-1996) 





Sip on This 
Why are people willing to pay 30-40% more for a speciality 

coffee drink on a near daily basis? 

5 Ways of Being 

1.Be welcoming 

2.Be genuine 

3.Be considerate 

4.Be knowledgeable 

5.Be involved  



Can I Get a Double Shot of Service? 
Make it your own 

Everything matters 

Surprise and delight 

Embrace resistance 

Leave your mark  





The New Gold Standard 
“We are Ladies and Gentlemen serving Ladies and Gentlemen. As 

service professionals, we treat our guests and each other 

with respect and dignity.” 

Every interaction must include the following steps: ensure 

satisfaction, retention, & loyalty  

The Ritz-Carlton 20 Basics is now 12 Points  

 





What does all this 
mean to my 

program? 



Creating Warmth & Welcoming  
Setting 

● Furniture 

● Paint color 

● What hangs on the wall? 

● Sounds 

● Smells 

● Water available? 

● Cleanliness 

● Clutter 

Human Factor 

● Smiles 

● Attire  

● Languages spoken 

● Tone of voice 

● Body language 

● Engaged 

● Kind/compassionate words 

● Sincerity  



Warm & Welcoming Meetings/Trainings 
Greeting 

Environment 

Working around limitations of 

setting 

Food/Beverage 

Music 

Table/chair setup  

Breaks 

Opportunities for engagement  

Networking structure 

Back-up plan 

Hosts & guests (role assignment) 

Theme 

The little things  



Utilizing Strengths 
Organization 

Artistic 

Written communication 

Verbal communication 

Warmth 

Strong professional connections 

Technology  

Hard worker 

Registration/role assignment  

Centerpieces/incentives/themes 

Website/social media/talking points 

Presenting/talking points outreach 

Greeting/Facilitation 

Outreach for presenters/promotion  

Guidebook app/social media/media  

Set-up/clean up  



What message does this send? 



Creating Champagne Warmth on a Beer budget 
Dollar Tree 

Existing supplies  

Donations 

Nature 

 

 



When all else 

fails, start with a 

theme 



Simple can 

be better & 

doing 

something 

out of the 

“norm”  





What’s in your lobby? 



Don’t forget your staff. What are you doing to create a warm & welcoming 

environment in your work areas? 



Celebrate Success 
Are you celebrating the big & small customer service 

successes? 

Are you thanking those who helped make a meeting, training, 

or event a success? 

Are you sharing your successes with the “outside world”? 

Formal and informal rewards & recognition  



“To give real service, you must add 
something which cannot be bought or 
measured with money, and that is 
sincerity and integrity.”  
                            - Donald A. Adams  



Resources 
● Fabled Service - Betsy Sanders 

● The Nordstrom Way to Customer Service Excellence - Robert 

Spector 

● The Starbucks Experience - Joseph Michelli 

● The New Gold Standard: 5 Leadership Principles for 

Creating a Legendary Customer Service Experience Courtesy 

of The Ritz-Carlton Hotel Company - Joseph Michelli 

● Be Our Guest: Perfecting the Art of Customer Service - 

Disney Institute with Theodore Kinni 

Disney U: How Disney University Develops the World’s Most 
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