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- --9'-Spa & Fitness Director

= = 0Old Palm Golf Club

* Founding Member & 15t Vice President
= Club Spa & Fitness Association
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Bit certified Pilates Instructor
-;é [at-and Reformer

ESICe President of Fitness & Wellness,
i"—- = ACAC Fitness & Wellness Centers

— 4 multipurpose clubs based in Charlottesville,

Virginia
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SHOMET Service

‘ 1stance and other resources that a
mpany provides to the people who buy

or use its products or services

Webster's New Millennium™ Dictionary of English, Preview Edition (v 0.9.6)
Copyright © 2003-2006 Lexico Publishing Group, LLC
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liStomer Service ...

WWhiat'sigood Customer Service?
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& What’s bad Customer Service?
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dictionary sayssws

El ogp ality

o thig quahty or disposition ot receiving and
BGeating guests and strangers in a warm,

= __-_'- iendly, generous way.

Random House Unabridged Dictionary, © Random House, Inc. 2006
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us sImer Serv1ce —

JD f oWer & Asspeiates

Jlurc e Satistaction Survey

NVlien it comes to satlsfylng customers n
: tougher markets, the “experience”
:,;...u,,_ = trumped location, design, quality, amenities
—  &nprice

— The “experience” is largely about
relationships and building an emotional
connection
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dictionary sayssws

process or fact of personally observing,
ounterlng, or undergoing something.

Based on the Random House Unabridged Dictionary, © Random House, Inc. 2006.
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Viember Experlence g -

Wit VDE Ol EXPETIENCE are your members
OOKING 1or?

| % Build Relationships/Connections

= Recognition/Appreciation
= Service

= Consistency




Customer Service &
FHespitality =

_h.-ﬂ""

Always,go Above & Beyond

waysiotter Options and Convenience
2 Be‘ roactive not Reactive

~ Know what they want before they do
——— R émember that you will never make everyone

=

:f:* Tappy so go for the majority
- o Under Promise & Over Deliver

s Be consistent
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FIStomer. Service....»

Starts with the Teé?h |
All about the product

[t’s in the Details







he I'eam

ple should produce high-quality

| :;:'_':Should provide excellent

=
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mployees who are confident and
= satisfied with their job produce more,

= work more efficiently and provide a
=~ higher level of customer satisfaction

= In order to create happier employees
the company should provide
additional training and a non-
competitive work environment




Hire the personality

Train the skill
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peyelopment & Education

ricl *t10n tor'long term, loyal, competent, & proficient
jyees

_ L am Bulldlng Activities
~"=Pi'ofessmnal Skills

- Personal Skills

» Utilize Internal & External Education
— Identify & capitalize on the strengths of your existing team members




Jalance  production time

and “Investment time™

-—l'

e
- 1
—

-
——

= =

== hvesting time in developing your staff leads to

—inecreased performance, productivity, satisfaction,
| & loyalty

=




Statt/Member Relatihghips
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k : Staff Attrition Affects Member Attrition




ne Team
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| Staitt/Member Relatingl_ips

_How Te youl eftected when a team member leaves?
___r__ heyleave on good terms for bigger & better?
= If they are let go?
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=== Who looks like the bad guy — you vs them??

Who suffers?
How do you recover?




1e Team

s rneyer

S Yrre
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/X
Losts Assocla

) _f_rz- ng Costs
tlflcatlons (if they are paid for by the club)

== =-@ss ol revenue due to lack of performance
= % {L.oss of revenue while searching for a replacement
e PrOJectmg a less than favorable image to members
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i power statf to make decisions

and solve problems
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sundational Standards

plundational Standards are universal standards that apply
ULt e corripziiny, reozectless g yositlo oediyisicl

TlaerF
TrLroLl

Triey :"* ablishimeasurable behaviors for the way we interact with
9]

thL Jnternal and external customers.

represent our service philosophies and are the foundation of
eXperlence we deliver.

employee is expected to meet and deliver the Foundational
Stan ards on an ongoing basis.

Must support your Brand
&
Mission Statement
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mal Appearance & Grooming

—~ I rst Impressions

A a' owledgement & Greeting
entlveness
= —?' Xpertlse & Knowledge
:Commumcatlon Style
- —- Body Language/Telephone/Voicemail /Email /Written
" Teamwork
. Service Recovery

= Safety & Security




Promote the feelig of

“ownership” and “pride”
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'_ = Get the TEAM involved in the process




2 Reward statt

= ' ust like you do with members
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ISiEVeryone on the bus™ m the right seats?

—

_f _Veryone in a position that showeases
| their strengths?

-
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oREN e

Jim Collins




stency, Consistency, Consistency

=

hally improve/add services

OV de quality products ALL the time

—ar
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f':EI"é)dﬁct should not be compromised

“=Think Mission & Vision Statement
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It’s in the
DETAILS




BViEmlyens Names

NTIowing Member Preferences
SV \ater/dTowels/Fruit

m:.

ffiﬁﬂ'irthday/ Anniversary/Family Event










\fhat is the Member Experience
- in your Club?

Think about it....

Where does it begin?
Points of interaction?

Trace it.




Pustomer Service

lnereaged OyporitiniiegionCiigiomies
S‘ers ice (OCS) increase the likelihood of a
S DeSIiVe customer experience

—
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Where can you increase OCS?

Direct contact with a “live” person?
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Customer Service

> ‘:Ai Vays 20, Aboyve & Beyond _
lWaysioter Options and Convenience

SBe Proactive not Reactive
& [KTnow what they want before they do

=

=i Remember that you will never make
e e

= = everyone happy so go for the majority

—

» [Under Promise & Over Deliver
* Be consistent




mber Experience

s ( tomer SErvice
ledeam — Knowledgeable & Trained
= rofessmnal Relationships
= Consistency
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Pustomer Service .
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A satisfied customer tells no one:

EREISSAbISHEd cusStomer tells'10 friends.

A RAVING FAN tells everyone!

Remember: A satisfied customer
1S not necessarily a committed
or long-term customer.




HTha_nk you. . .

Shayne Kohn Amanda Harris
"'SDachitects com
,._ w Spachitects.com
—  561-747-6070

AmandaH@acac.com

SPACHITECTS




