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Program Overview 

This program inspires and motivates employees to provide exceptional service to both your 
internal and external customers. The program emphasizes the opportunity that all employees 
have to create a positive, memorable experience for their customers by making personal 
connections with them and providing service from the heart. 

The program was inspired by a true story about a young man with Down syndrome who 
changed the culture of a grocery store by being creative and giving customers more than they 
expected. The story about this young man (called “Johnny” to protect his anonymity) comes 
from Barbara Glanz’s personal experience as a professional speaker. After “Johnny” heard her 
speak at an all company meeting in which she asked them, “What can you do, whatever your 
job is, to make the customer feel special?” he began adding his special touch (his “personal 
signature”) to his work. The “Johnny” story, which Barbara has been sharing in her 
presentations since 1998, is featured in The Simple Truths of Service as Inspired by Johnny the 
Bagger®, which Barbara co-authored with Ken Blanchard. 
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Program Benefits 

Here are the benefits this program can deliver for your employees and for your organization: 

For everyone: 

 Increased personal motivation 

 Improved productivity 

 Increased ability to provide exceptional customer service 

 Greater personal pride in their work 

For the organization: 

 Increased customer excitement 

 Increased customer loyalty 

 Improved employee and team morale 

 Improved employee retention 
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Program Design 

The program is designed to provide participants with ideas about how they can personally 
deliver exceptional, from-the-heart service to both external and internal customers. Activities 
include: 

 A discussion about the actions necessary to provide exceptional service to 
customers 

 A discussion about the impact of exceptional service on customers, the workplace 
and the organization 

 A video showing a true story of the difference that one employee made by choosing 
to provide exceptional, from-the-heart service to his customers 

 A discussion about specific ways to apply a “personal signature” in order to provide 
exceptional service to customers and create a positive, memorable experience for 
them 

The Facilitator Guide provides step-by-step instructions about how to lead the program 
effectively. 
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Learning Objectives 

After completing the program, participants will be able to: 

 Explain why truly extraordinary service must come from the heart (i.e., from person-
to-person connections, not business-to-person connections) 

 Describe the primary positive results that come from delivering from-the- heart 
service 

 Apply the key mindsets and actions every day that are necessary to deliver from-
the-heart service 

 Name at least three ways they can add their own “personal signature” to their work 
to surprise and delight customers 
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How to Use this Training Kit 

This training kit is designed to provide all the information and materials you need to conduct an 
effective training session. 

The complete package includes: 

1. This Facilitator Guide 

2. Facilitator Resources, which contain optional activities, handout masters and additional 
suggestions to assist facilitators 

3. PowerPoint slides, flipchart masters and other reference information, available as online 
resources 

4. DVD 

 Johnny the Bagger®: A True Story of Customer Service video 

 Service from the Heart video 
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If you are an experienced training professional, use this guide as a starting point as you prepare 
for training, and be sure to insert your own style, experience and examples into the session. If 
you are new to training or the program content, follow the step-by-step instructions, and use 
the scripted language to help you stay focused on the key points and facilitate an effective 
session. 

As you prepare for a session, be sure to review the agenda from beginning to end. Determine 
whether you will use any of the optional activities provided in the F a c i l i t a t o r  R e s o u r c e s ,  
and if so, where you will insert them. While the ideas in the program are universal and can be 
adopted by any organization in any industry, you may want to use some of the optional 
activities to apply the ideas from the program to your specific organization. Estimated 
timeframes for each agenda option assume a group size of 8—15 people. If your session will 
have fewer or more participants, it is important to review each step of your agenda and decide 
how to best modify discussions and activities to accommodate your group size. 

There is always more than one way to approach setting up and positioning activities. This guide 
provides best practices, based on trainer review and general market needs. Should you have 
any questions about how to best conduct a particular activity for your organization’s unique 
needs, please contact us at 800-300-8880.  
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Definitions 

The following terms may be used in this Facilitator Guide. 

Disguised Stop Tape: A short montage of pictures in between the set-up and resolution for 
each vignette, followed by a black screen, before the narrator comes on. If you are showing the 
video in its entirety, this provides a seamless way to continue the video and provide 
participants a moment of time to reflect. If you are using an agenda that prompts discussion 
after the set-up of a vignette, this short montage of pictures gives you an opportunity to pause 
the video. 

Ground Rules: A set of process guidelines to help everyone stay focused and get the most from 
the training session. Some ideas for Ground Rules are: 

 Start and end on time (come back from breaks on time) 

 Turn off cell phones, pagers and any handheld devices, such as PDAs, mp3 players, 
games, etc. 

 Close laptop computers 

 Listen for understanding 

 Ask questions 

Parking Lot: A flipchart or electronic document designated as a place to record questions, ideas 
and comments from participants that will either be covered later in the session or after the 
session and will require follow-up. 

Vignette: A video-based example that is used to model incorrect and/or correct workplace 
behavior, as well as trigger participant discussion. 
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Icon Key 

 

Say to participants 

 

Discuss as a group 

 

Play the video 

 

Record ideas on the flipchart 

 

Refer participants to their printed materials 

 

Show the appropriate PowerPoint slide 
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Copyright Reminder 

This product is fully protected by U.S. and International Copyright Law. All text, graphics, sound, 
code, design, arrangement and content are owned by Sollah Interactive, LLC. 

Unless authorized in writing by Sollah Interactive, LLC., you are not permitted and it is a 
violation of Sollah Interactive`s proprietary rights to resell, rent, loan or make available to 
another organization. 

The Facilitator Guide and the Facilitator Resources may be reproduced for training purposes. 

For information or to report unauthorized usage, contact Sollah Interactive, LLC at 800-300-
8880. Thank you for your cooperation! 
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PLAN THE SESSION 
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Roles and Responsibilities 

Know your role: 

During a training session, your primary role is to facilitate the process of learning. This involves 
managing the environment, encouraging participation, dealing effectively with disruptions and 
providing just the right amount of emphasis on key content points. In most cases, you do not 
need to be an expert in the content. As long as you create the opportunity for them to 
contribute, adult participants will share pertinent examples and relevant life experience; your 
challenge then becomes making sure comments and stories are linked back to support the 
training topic. 

Depending on your specific situation, you may also have responsibilities prior to or after a 
training session. If you are involved in pre-training assessment or session coordination, or are 
responsible for post-training review and application, it will be important to align your efforts 
with organizational policies and goals and gain frontline management support. For more 
information about the general roles and responsibilities of trainers in today’s workplace, refer 
to Sollah Interactive`s Online Resources. 

Know how to connect: 

You may have people from a wide range of backgrounds and experiences in your session, so 
here are some things to keep in mind to help make sure everyone gets as much out of the 
session as possible: 

1. Acknowledge reality. 

People in your session have real lives and real jobs—just like you. When you 
acknowledge that reality—with all its imperfections, challenges and frustrations—and 
make it part of your discussions, people will feel safe enough to really open up, explore 
and learn. 

2. Care about the material. 

Because your organization is committed to providing exceptional service to its 
customers, take time to review and understand the information presented in the 
program. Look for specific examples of how other people make personal connections 
with their customers and add their “personal signatures” to their work and then share 
the examples with participants. Think about your own experiences with customer 
service and prepare to convey your insights and learnings during the program. Also, find 
out the specific reasons that this program is important to your organization and be 
prepared to communicate these reasons to participants so they understand the 
importance of mastering the program material. 
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3. Welcome resistance—and do not take it personally. 

Remember, what you are presenting will be new to many participants, and they may 
need some time to feel comfortable with the topic. Even when you are doing a great job 
as a facilitator—maybe especially when you are doing a great job—you may run into 
some pushback from participants. 

That is okay. It means they are thinking and paying attention! 

4. Make it relevant. 

Real life does not stop for people just because they are participating in a training 
session. Just like you, they probably have way too much to do and way too little time in 
which to do it. So, if you want to cut through the noise, get their attention and then 
keep it, try to make sure everything you say and do is relevant to their world. 
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Overview of Agenda 

This Facilitator Guide provides step-by-step instructions for a 90-minute program. 

You can reinforce key points or customize the training to your organization by selecting from 
several optional activities that give participants the opportunity to practice and apply what they 
are learning. 

Suggestions for optional supplemental activities can be found in the Facilitator Resources. 
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Preparation Checklist 

This checklist is a reminder of items to review prior to conducting the program. 

Location 

 Choose a quiet meeting room or other relatively secure environment 

 Make sure all seats have a clear view of all visuals 

 Make sure all seats are arranged so participants can see you and see/talk easily to other 
participants (A U-shaped configuration or table groups/clusters work best) 

 Make sure you know how to adjust lighting for various activities 

 Verify that your meeting place is accessible and equipped for participants with 
disabilities or special needs 

Equipment 

 Test your video equipment to make sure the DVD video actually plays and that the color 
and volume are correct (Remember to rewind the video after you perform this test) 

 Test your projector to make sure it works (if you are using PowerPoint slides) 

Materials 

 Facilitator Guide 

 DVD video — Johnny the Bagger®: A True Story of Customer Service 

 One set of Handouts for each person attending the program, plus a few extras 

 Flipchart, easel and a fresh set of markers 

 PowerPoint slides, flipcharts and Handouts 

Optional, but recommended 

 Refreshments 

 Information pertaining to location of restrooms and who to contact in case of any 
emergency 

 One Applied Learning Workbook for each participant as a “take-away” 
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 Supplies (highlighter pens, notepads, name tents and certificates of completion) 

 Service from the Heart (optional), a short video ideal for kicking off, energizing or closing 
the training session 
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CONDUCT THE SESSION 
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Agenda for 90-Minute Program 

This Facilitator Guide provides step-by-step instructions for a 90-minute agenda. This agenda 
introduces key concepts through video and provides time for reflection and discussion. All 
needed participant materials are in the form of handouts, which can be found in the Facilitator 
Resources. 

Step Item Time 

#1 Arrival of Participants N/A 

#2 Getting Started 10 minutes 

#3 Getting Focused 10 minutes 

#4 Johnny the Bagger®: A True Story of Customer Service (Video and 
Discussion) 

30 minutes 

#5 Delivering Service from the Heart 30 minutes 

#6 Wrap up the Session 10 minutes 

 

Total Estimated Time: 90 minutes 

[Facilitator Note: You can extend your program by using optional activities found in the 
Facilitator Resources.] 
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Time it takes: From the time you show up until you start the program 

What it is about: Managing the environment and getting people settled 

What you will need: 

 Markers 

 Name tents 

 PowerPoint Slide #1 (optional; see Facilitator Note below) 

 Video — Service from the Heart (optional) 

How to do it: 

[Facilitator Note: If you would prefer not to use PowerPoint slides for this program, consider 
preparing flipcharts in advance with the information from the slides.] 

 

1. Get there first! This demonstrates organization and 
excitement—and sets a good example. Be sure the room 
is set up, the equipment works and everything is arranged 
the way you want it. 

2. Display Slide #i on the screen and/or begin playing the 
video 15 minutes prior to the session start time. 

3. Greet participants as they enter the room. 

4. Ask each participant to use a marker to write his/her 
name on a name tent (both sides) in letters that are big 
enough for everyone to read. 

[Facilitator Note: If you want to extend your program, consider using the Video Activity for 
Service from the Heart at this point (see Facilitator Resources). You can also use this activity in 
Step 2. (See Facilitator Note after # 5 in Step 2.)] 

90-Minute Program  
Arrival of Participants 

 

Step 1 
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Time it takes: 10 minutes 

What it is about: Introducing the topic, program logistics and each other 

What you will need: 

 Flipchart 

 Ground Rules flipchart page (See definitions on page 11 of this Facilitator Guide) 

 Parking Lot flipchart page (See definitions on page 11 of this Facilitator Guide) 

 PowerPoint Slide #2 

How to do it: 

 Introduce yourself in whatever way you think is appropriate and welcoming. 

1. Go over session logistics, including: 

 How long the session will take 

 When there will be breaks 

 Where the restrooms and emergency exits are located 

 Ground Rules 

 Parking Lot 

2. Introduce the program by saying:  

 

Today you’re going to participate in a program that focuses on 
how we can provide exceptional service to our customers. 
Exceptional service happens when it comes from the heart of 
each of us. And anyone, no matter who they are or what they do 
in our organization, can make a difference. 

[Facilitator Note: If any participants in the group serve internal clients, make the point 
that the program applies to providing service to both internal and external customers.] 

90-Minute Program  
Getting Started Step 2 
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3. Transition to participant introductions by saying: Now that I have introduced the 
program, let’s get to know one another. 

4. Display Slide #2 and say:  

 

Today you’re going to participate in a program that 
focuses on how we can provide exceptional service to 
our customers. Exceptional service happens when it 
comes from the heart of each of us. And anyone, no 
matter who they are or what they do in our organization, 
can make a difference. 

5. Please share with us your name, job responsibilities and one way you believe that 
people in organizations can deliver exceptional service to their customers—both 
internal and external. 

6. Record participants’ responses on a flipchart. 

[Facilitator Note: If you want to extend your program, consider using the supplemental 
Video Activity for Service from the Heart at this point (see Facilitator Resources). 
Introduce the activity by saying: The video we watched at the beginning of the program 
mentions that excellent service comes from the heart. Then facilitate the activity using 
the instructions starting in #3 of the activity.] 

7. Transition to Step 3 (Getting Focused) by saying: Let’s talk more about customer service 
and why exceptional service is important to our organization. 
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Time it takes: 10 minutes 

What it is about: Introducing the learning objectives and what participants will experience and 
learn 

What you will need:  

 PowerPoint Slides #3 — 4 

How to do it:  

1. To get people focused, say:  

 

Think of a business you like to patronize. It could be a restaurant, 
a bank, a clothing store or another kind of business where you go 
frequently. Why do you like to go there? 

[Possible Responses: I get good service; I get value for my money; they know my name; 
they make me feel welcome; it’s an enjoyable experience] 

2. Summarize participants’ responses by saying: 

 

There are many businesses that provide similar products or 
services, but we patronize certain businesses more often than 
others because of the way they make us feel when we do so. 
These organizations make us feel good about doing business with 
them because they create a positive and memorable experience 
for us whenever we go there. 

3.  Continue the discussion by asking: When you patronize these businesses, what causes 
you to have these positive feelings? 

[Possible Responses: the employees thank me for my business; they remember my name; 
they remember what I like; they go out of their way to answer questions or help me; they 
solve my problems; they make me feel welcomed; they make me feel special; they give 
me more than I expected; they enhance the experience by doing something special for 
me] 

90-Minute Program  
Getting Focused Step 3 
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4. Refer to appropriate items listed on the flipchart from the participants’ introductions 
and continue the discussion by saying:  

 

It’s been said that business isn’t about business, it’s about 
people. Notice that many/most of the things you listed in your 
introductions really deal with person-to-person connections—
rather than business-to-person connections. 

[Facilitator Note: If you want to extend your session, consider using Optional Activity 1 
in the Facilitator Resources at this point.] 

5. Continue the discussion by asking: Is this kind of good service something someone can 
fake? In other words, can someone create a positive and memorable experience for a 
customer if they’re just following a procedure or going through the motions? 

[Possible Responses: no; your actions must be genuine otherwise customers will know it; 
your actions must be heartfelt] 

[Facilitator Note: If someone answers yes to this question, ask the person to explain the 
reason for this answer. Then make the point that it is possible to respond in a rote way 
to the business side of one’s job, but that these actions will not create the positive, 
memorable experience that you have been discussing.] 

6. Continue the discussion by saying: 

 

Extraordinary service isn’t something you can fake. Extraordinary 
service must come from inside you—from the heart. Delivering 
true from-the-heart service is about connecting with people and 
making them feel special. 

7. Continue the discussion by asking: What’s the payoff for businesses and their employees 
when employees deliver exceptional service by creating a person-to-person connection 
with their customers? 

[Possible Responses: businesses create loyal customers; business grows because of 
positive word-of-mouth promotion from loyal customers; they get repeat business; 
employees feel good about their jobs; employees are more personally motivated to 
provide good service; employee morale is higher in such organizations because they feel 
good about working where the focus is on serving customers; employees’ productivity is 
higher because they like their job and have a clear purpose (i.e., providing from-the-
heart service); businesses are able to retain employees longer; retaining employees helps 
create more loyal customers] 
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8. Continue the discussion by asking: Whose job is it to deliver exceptional service? 

[Possible Responses: it’s the job of each employee in an organization to make a person- 

to-person connection; it’s everyone’s job, even if your customers are internal] 

9. Continue the discussion by saying:  

 

We’re all in the business of making our customers feel special. 
But this isn’t always easy. What are some challenges to delivering 
exceptional service? What gets in the way? 

[Possible Responses: sometimes the system we use or our business policies and processes 
get in the way of addressing the human side; good service doesn’t seem important to my 
manager; sometimes customers are in a bad mood; there’s no reward for delivering 
good service; my coworkers don’t deliver good service; no one cares] 

10. Continue the discussion by saying:  

 

Sometimes it’s hard to deliver exceptional service because we’re 
dealing with a difficult customer. And sometimes we feel that we 
don’t get support from our boss, our managers or the system. 
Another challenge to providing exceptional service is our own 
personal mindset—we might believe we can’t really change the 
system or make a difference, so why bother? But while there are 
frequently things outside of our control in every business 
interaction with a customer, there are always things we can 
control. What can we control in every interaction with a 
customer? 

[Possible Responses: our actions; our behavior; our performance; our mindset/thinking 
about the situation] 

11. Continue the discussion by saying:  

 

In every interaction with a customer, we can choose to think and 
act in a way that makes the customer feel special. Focusing our 
mindsets and our actions on exceptional service can influence our 
coworkers and our organizations to do the same. That’s what our 
program is all about. 

12. Display Slide #3 and say:  
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The purpose of today’s program is to help you make a 
positive difference in our organization and for yourself by 
creating a person-to-person connection with our customers 
to provide exceptional customer service. At the end of the 
program, you’ll be able to: 

 Explain why truly exceptional customer service 
must come from the heart—it must come from 
each of us, from the inside out 

 Describe the primary positive results that come 
from providing service from the heart 

 Apply some key mindsets and skills every day 
that will allow you to deliver service from the 
heart 

 Name at least three ways that you can add 
what’s called a “personal signature” to you 
work—your unique way of delighting customers 

13. Transition to the agenda by saying: The agenda we’re going to follow for the remainder 
of the program will help you accomplish the learning objectives. 

14. Display Slide #4 and say:  

 

In a minute, we’re going to watch a video that will introduce 
the concept of from-the-heart service and the difference it 
can make. Next, we’ll discuss the video and what we 
learned from it. Then we’ll talk about how we can provide 
from- the-heart service here in our organization. Finally, 
we’ll wrap up with some final activities and comments. 

15. Transition to Step 4 (Video and Discussion) by saying: Let’s move on to the video.
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Time it takes: 30 minutes 

What it is about: Introducing the concept that exceptional customer service comes from the 
inside out (i.e., from person-to-person connections, not business-to- person connections) and 
the difference that from- the-heart service can make 

What you will need:  

  Video — Johnny the Bagger®: A True Story of Customer Service 

How to do it: 

[Facilitator Note: If you have time and would like to extend the discussion about the video, see 
the optional questions in the Facilitator Note at the end of Step 4.] 

1. Introduce the video by saying:  

 

You’re going to see a remarkable true story about a young 
man named Johnny who changes the culture of a business—a 
grocery store, to be exact—by being creative and giving 
customers more than they expect. 

 

2. Show the video through to the conclusion of the main program. 

[Facilitator Note: Stop the video when the screen fades to black and just prior to the 
graphic, “A Final Thought From Barbara Glanz.” You will use this final message from 
Barbara at the conclusion of your session.] 

3. Review the video and ask: What are your reactions to/comments about the video? What 
are your feelings about what you just saw? 

4. Continue the discussion by saying: 

 

Johnny went on a kind of journey in the video—a significant 
change in his thoughts and actions. Where was Johnny at the 
beginning of his journey? What were his thoughts and 
feelings about customer service at the beginning of the 
story? 

90-Minute Program  
Video and Discussion 

 

Step 4 
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[Possible Responses: he felt as if he couldn’t change anything; he wasn’t sure what he 
could do from his position as “just a bagger”; he was skeptical about his own ability to 
identify a way to do something special for the store’s customers] 

5. Continue the discussion by asking: 

 

 

What detours or obstacles did he face along the way? 

[Possible Responses: indifference; self-doubt; skepticism from coworkers; lack of 
response from his neighbor; lack of support or understanding from his boss] 

6. Continue the discussion by asking:  

 

 

Where was Johnny at the end of his journey? What were his 
thoughts and feelings about customer service at the end of 
the story? 

 

[Possible Responses: he had changed his mind set and started to believe he could make 
a difference; he had figured out a unique way to make a person-to-person connection 
with the store’s customers through his “personal signature”; he had moved from a 
mindset of indifference to a mindset of service; he had actually made a difference] 

7. Continue by asking:  

 

 

What was the specific impact of Johnny’s actions on the 
business? 

[Possible Responses: business increased; customers shopped at the store more 
frequently; the store developed loyal customers; customers told others about Johnny’s 
quotes and they became customers too] 

8. Continue the discussion by asking:  
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What was the specific impact of Johnny’s actions on his 
coworkers and boss? 

[Possible Responses: they changed their mindsets; they changed their actions; they 
started to add their own “personal signatures” to their work; they supported Johnny and 
each other] 

9. Continue the discussion by asking:  

 

 

What was the specific impact of Johnny’s actions on himself? 

[Possible Responses: he became happier with his work; he was more motivated; he had 
more fun; he felt proud of himself] 

10. Continue the discussion by saying:  

 

You can see from this true story that you can choose to 
change a mindset of indifference about customers to a 
mindset of service that allows you to overcome various 
obstacles and deliver service from the heart—from the inside 
out. This personal choice can have a big impact on those 
around you—customers and coworkers alike. 

[Facilitator’s Note: If you want to extend your session, consider using Optional Activity 2 
or Optional Activity 3, found in the Facilitator Resources, at this point.] 

11. Transition to Step 5 (Delivering Service from the Heart) by saying:  

 

No matter what your job is or what’s going on in our 
organization, each of us can make a real difference here by 
choosing to “be a Johnny” and provide from- the-heart 
service. Let’s talk more about what it takes to provide from-
the-heart service in our organization. 

[Facilitator Note: If you have time and would like to extend the discussion about the 
video, you could incorporate the following questions into the program: 
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 What change did Johnny’s coworkers make by the end of the video? 

[Possible Responses: they went from various degrees of indifference, doubt or 
skepticism to a willingness to make a personal connection with customers; some of 
them added their “personal signatures ” to their work] 

 What change did Johnny’s boss make by the end of the video? 

[Possible Responses: he went from being “all business” and not making a personal 
connection to understanding the value of providing service from the heart; he 
became less of an obstacle to the employees] 

 What do Johnny’s coworkers and boss symbolize in the workplace? 

[Possible Responses: indifference; skepticism; cynicism; obstacles; lack of support] 

 Who does Mrs. Hill symbolize in the workplace? 

[Possible Responses: a hard-to-reach customer; a customer who’s “all business”; 
someone who becomes a loyal customer because of the personal connections made 
by Johnny and others at the store] 

 Who does Johnny represent in the workplace? 

[Possible Responses: all of us; a person who made a choice to make a difference by 
providing from-the-heart service] 

 In what ways can people like Johnny’s co-workers or boss and Mrs. Hill impact your 
ability to provide exceptional service? 

[Possible Responses: they can de-motivate you; they can make you doubt yourself; 
they can reinforce indifference toward customers or customer service; they can 
make you feel foolish for caring; they can damage your self-confidence] 

 How can you overcome the impact of people like Johnny’s co-workers or boss and 
Mrs. Hill? 

[Possible Responses: you have to remember that you can influence others’ attitudes 
and behaviors through your own choice to deliver exceptional service; you have to 
believe that you can make a difference; you can lead by example] 
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Time it takes: 30 minutes  

What it is about: Discussing specific mindsets and actions for providing from-the-heart 
service 

What you will need: 

 Flipchart 

 Handouts #1 — 2 

 PowerPoint Slides #5 — 6 

How to do it:  

1. Introduce the discussion of specific mindsets and actions for providing from-the-heart 
service by saying: While Johnny is a real person, you could think of him as a symbol of 
from-the-heart service. To “be a Johnny” requires three steps. 

2. Display Slide #5. Say:  

 

The first step you can take to “be a Johnny” and provide 
service from the heart is to believe you can make a 
difference. In other words, develop the mindset that you 
really can make a difference— because you can, just like 
Johnny did in his organization. The second step is to 
convert the mindset into action and actually choose to 
make a difference. Don’t just think you can make a 
difference—make the choice to create personal 
connections with customers and memorable experiences 
every time you interact with them. The last step is to add 
your “personal signature” to your work. 

3. Continue the discussion by asking: What exactly is a “personal signature”? 

[Possible Responses: something creative and unique that makes an interaction 
memorable; something that makes a customer want to do business with you again; 
something that makes a customer feel special; a personal touch] 

4.  Continue the discussion by asking: 

90-Minute Program Delivering 
Service from the Heart 

 

Step 5 



Johnny the Bagger™ 

©2012 Sollah Interactive, LLC, 2007 VisionPoint® Productions, Inc.  Page 37 
This page may be reproduced for training purposes  

 

As you know, each of you has a written signature that’s 
all your own. You see it whenever you sign your name to 
a document—a letter, a check, a credit card receipt. It’s 
personal and unique. No one else has a signature quite 
like yours. In the same way, a “personal signature” at 
work is unique. It isn’t something you select from a list in 
our employee handbook. It’s actually something personal 
and unique, something no one else in the organization 
does or something no one else does exactly the way you 
do. Your “personal signature” must be something that’s 
genuine, from the heart and unique to you that helps 
establish a person-to-person connection with a customer. 
What are ways that the employees at Johnny’s store 
added their “personal signatures” to their work? 

 [Possible Responses: Johnny’s quotes in the bag; flowers; stickers; balloon animals] 

5. Continue the discussion by asking:  

 

Can you share some examples of “Johnny`s” you’ve 
encountered; people who’ve made an effort to add their 
“personal signature” or made you feel appreciated and 
valued as a customer? 

[Facilitator Note: Be prepared with your own example to help encourage participants to 
share their examples.] 

6. Continue the discussion by saying:  

 

A “personal signature” can be many things—it can be the 
way you answer your phone, a note of thanks written on a 
receipt or offering a beverage to visitors. The possibilities are 
endless. All it takes to develop your “personal signature” are 
these actions. 

7. Display Slide #6 and say:  
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First, you need to know your customers. Think about what 
would delight them or create a memorable experience for 
them. You also need to think outside the box—be creative 
in coming up with unique or different ways to delight your 
customers. In addition, you can identify things that would 
surprise your customers— things they’d never expect—or 
ways that you could go the extra mile for them. And, of 
course, make sure your “personal signature” is appropriate 
and aligns with the values, practices and policies of our 
organization. 

8. Continue the discussion by saying: 

 

Let’s take a few minutes to see what ideas you might have 
for adding a “personal signature” here at work. 

9. Divide participants into small groups of three to five participants. Distribute H a n d o u t  
#1 and review the directions. Say:  

 

Take a few minutes to brainstorm five creative and 
appropriate ways that someone could add a “personal 
signature” to their work to delight and surprise our 
customers. Also, select a spokes person who will share your 
ideas with the large group. (Allow three minutes.) 

[Facilitator Note: You may want to have participants record their ideas on a flipchart as 
they work together. Because time is short, encourage participants to record their ideas 
while they are talking rather than at the end of their discussions.] 

10. Ask the spokesperson from each small group to share the group’s ideas. 

[Facilitator Note: If you feel any group’s idea(s) are not appropriate for your 
organization or your organization’s customers, discuss ways to modify the idea that 
would make it appropriate. Also, if you are running short of time, ask each group to 
share just one or two ideas.] 

[Facilitator Note: If you want to extend your session, consider using Optional Activity 4, 
found in the Facilitator Resources, at this point.] 

11. Distribute Handout #2 and review the directions. Say: 
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In the last discussion, there were many ideas generated. Now 
it’s time to take a few minutes to think about how each of 
you can personally apply the concept of a “personal 
signature” in your jobs. So before we wrap up, take a 
moment to identify three ways that you can add your 
“personal signature” to your work to surprise and delight 
your customers. 

[Facilitator Note: The purpose of the previous activity (Handout #1) is to help 
participants think creatively about the wide variety of ways people can add their 
“personal signatures” to their work. The purpose of this activity (Handout #2) is to help 
participants think creatively about how they might each identify a unique “personal 
signature” that they can use in their individual work situations. Also, if you have time 
and feel it is appropriate, you may want to ask for volunteers to share one way that they 
can add their “personal signatures” to their work.] 

12. Transition to Step 6 (Wrap up the Session) by saying:  

 

When you focus on making a person- to-person connection 
with customers in every interaction with them, you’ll be 
providing service from the heart, you’ll surprise and delight 
them and they’ll become loyal customers. Johnny did it—and 
so can you. Each of you can make a significant difference in 
our organization by providing from-the-heart service. 
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Time it takes: 10 minutes 

What it is about: Formulating a plan of action and evaluating the effectiveness of the training 

What you will need: 

 Applied Learning Workbook for each participant (optional) 

 Handout #3 

 Program Evaluation forms (found in Online Resources) 

 Video - Johnny the Bagger®: A True Story of Customer Service 

How to do it:  

1. Wrap up the session by saying: 

 

Before we conclude, let’s take a look at the Parking Lot. Have 
we addressed everything on it? Are there any additional 
questions that need to be addressed? [Answer any 
questions.] 

2. Refer participants to their materials, Focus on the Future and Suggested Actions, 
Handout #3. Briefly describe the purpose and contents of the material, and ask them to 
complete the Focus on the Future form. [Allow five minutes.] 

3. Ask participants if any of them are willing to share their plans from the Focus on the 
Future form or any highlights of what they have learned today. 

4.  Distribute a copy of the Applied Learning Workbook to each participant and say:  

 

This book offers 52 reflection exercises that will help you gain 
an even greater insight into what it means to provide from 
the heart service. It will help you continually find new and 
better ways to put the things we’ve talked about today into 
practice on the job. The activities in this book are not time 
consuming or difficult; but they will make you think. I 
encourage everyone to make a commitment to go through 

90-Minute Program  
Wrap up the Session 

 

Step 6 
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one exercise each week. I think you’ll be amazed at what you 
learn about yourself and your customers. 

5. Hand out the Program Evaluation forms and say:  

 

Your evaluation of this program is very important. Please be 
specific about what you liked, what you didn’t like and how 
this program could be improved. 

6. Collect the evaluations when participants have finished filling them out. Be sure to 
follow your organization’s guidelines for recording, assessing and implementing this 
information. 

7. Introduce the final video segment by saying:  

 

To conclude our session today, we’re going to hear a few 
words from the noted author and speaker, Barbara Glanz. 

8. Play the final video segment, A Final Thought from Barbara Glanz. 

9. Thank the participants for taking time out of their busy day to attend the session. 
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About the Real Story 

This program, J o h n n y  t h e  B a g g e r ® ,  was inspired by a true story about a young man with 
Down syndrome who changed the culture of a grocery store by being creative and giving 
customers more than they expected. The story about this young man (called “Johnny” to 
protect his anonymity) comes from Barbara Glanz’s personal experience as a professional 
speaker. After “Johnny” heard her speak at an allcompany meeting in which she asked them, 
“What can you do, whatever your job is, to make the customer feel special?” he began adding 
his special touch (his “personal signature”) to his work. The “Johnny” story, which Barbara has 
been sharing in her presentations for eight years, is featured in T h e  S i m p l e  T r u t h s  o f  
S e r v i c e  a s  I n s p i r e d  b y  J o h n n y  t h e  B a g g e r ®, which Barbara co-authored with Ken 
Blanchard. 
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About the Book 

Best-selling authors Ken Blanchard and Barbara Glanz have written a book that your company 
can use to reshape your culture around serving the customer. Designed by Michael McMillan 
( T h e  R a c e  a n d  P a p e r  A i r p l a n e ) ,  T h e  S i m p l e  T r u t h s  o f  S e r v i c e  will become a 
customer service classic. This story will grab your heart and get your creative juices flowing on 
ways to create customer enthusiasm in your organization. 

“Johnny’s story captures a universal truth of service—lead 
with the heart. It teaches us that regardless of our business 
or position, we can all make a difference if we have the 
courage to try.” 

- Mac Anderson, founder of Simple Truths and Successories 

T h e  S i m p l e  T r u t h s  o f  S e r v i c e  makes an ideal training reinforcement tool to use with 
your customer service training participants. For more information on how you can purchase 
copies of the book for your organization, please contact VisionPoint at 800-300-8880 or email 
us at clientservices@sollah.com. 

  

mailto:clientservices@sollah.com
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About Barbara Glanz 

Barbara Glanz, CSP (Certified Speaking Professional), works with organizations that want to 
improve morale, retention and service and with people who want to rediscover the joy in their 
work and in their lives. Barbara has presented to conferences, associations and corporations on 
all seven continents and in all 50 states. She is the author of eleven best-selling “how-to” books: 

 The Simple Truths of Appreciation (Simple Truths, 2007) 

 What Can I Do? Ideas to Help Those Who Have Experienced Loss (Augsburg Fortress, 
2007) 

 CARE Packages for Your Customers — An Idea a Week for Customer Service 
(McGraw-Hill, 2007) 

 180 Ways to Spread Contagious Enthusiasm™ (Walk the Talk, 2006) 

 The Simple Truths of Service As Inspired by Johnny the Bagger® (Simple Truths, 
2005) 

 Balancing Acts — More Than 250 Guiltfree, Creative Ideas to Blend Your Work and 
Your Life (Dearborn Trade, 2003) 

 Handle with CARE — Motivating & Retaining Employees (McGraw-Hill, 2002) 

 CARE Packages for the Workplace — Dozens of Little Things You Can Do to 
Regenerate Spirit at Work (McGraw-Hill, 1996) 

 CARE Packages for the Home — Dozens of Ways to Regenerate Spirit Where You 
Live (Andrews McMeel, 1998) 

 Building Customer Loyalty — How YOU Can Help Keep Customers Returning 
(McGraw-Hill, 1994) 

 The Creative Communicator—399 Ways to Make Your Business Communications 
Meaningful and Inspiring (McGraw-Hill, 1993; revised 1998). 

Barbara, who has a Master’s degree in Adult Education, is known as “the business speaker who 
speaks to your heart as well as to your head.” Some of her clients include Shangri-La Hotels, 
Southwest Airlines, Kaiser Permanente, Hallmark, the US Department of Energy, Honda, Verizon 
Wireless, the State of Michigan, Nordstrom, Bank of America, USAA, Publix Super Markets, 
Hilton Hotels, Wells Fargo, Delta Airlines, Merry Maids and many other corporations, non-
profits and associations. She has been ranked as one of the top ten speakers at the Society for 
Human Resource Management’s national conventions since 1997. She lives and breathes her 
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personal motto, “Spreading Contagious Enthusiasm™.” For more information on Barbara’s 
books and presentations, please contact her at bglanz@barbaraglanz.com or 
www.barbaraglanz.com. You may also contact her through VisionPoint at 800-300-8880 or 
clientservices@sollah.com. 

 

  

mailto:bglanz@barbaraglanz.com
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mailto:clientservices@sollah.com
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About the Applied Learning Workbook 

An A p p l i e d  L e a r n i n g  W o r k b o o k  is also available to help reinforce the skills participants 
learn in this course. There are 52 reflections in this workbook to carry participants through a 
year. The reflections offer variety to keep participants’ interest, yet broaden their focus and 
sharpen their customer service competencies through questions to answer or activities to 
complete. 

The introduction to the workbook directs participants to: 

 Take time every week to increase their skills and knowledge about customer service 
and what it takes to provide from-the-heart service by completing one of the 
reflections 

 Place the book where it will be visible and easily accessible 

 Consider completing each reflection on Monday of their workweek to focus their 
thinking and actions for the coming week 

 Complete each reflection at a time of day when they are most alert and energetic, 
first thing in the morning, during lunch or at the end of their workday 

 Don’t just think about their answers to the reflections—be sure to use the space 
provided on each page to write down thoughts or answers to the questions 

If participants are faithful in their commitment to completing these reflections, they will be able 
to make a true difference in your organization by providing exceptional, from-the-heart service 
to your customers. 
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Sample Invitation 

Congratulations! 

You have been invited to attend a program entitled Johnny the Bagger®: A True Story of 
Customer Service. 

This program focuses on how each of us can make a difference in our organization by delivering 
exceptional service to our customers and inspiring a spirit of service in our workplace. 

If you have any questions, please contact [insert contact information]. In the meantime, I look 
forward to seeing you! 

Date: [insert date] 

Time: [insert time] 

Location: [insert location] 

Confirm to: [insert confirmation address] 
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Suggestions for Prework 

Assigning prework before the workshop can help engage participants in the program content 
even before they arrive. If you would like to include prework as part of the program design, we 
have included some suggestions below for integrating prework into the workshop. 

Suggestion #1 

Ask participants to come to the workshop with a list of ways that people can provide 
exceptional service to internal customers, external customers or to both internal and external 
customers. Ask participants to refer to this list during their introductions in Step 2 or during the 
discussion at the beginning of Step 3. 

Suggestion #2 

Ask participants to make a list of challenges to providing exceptional customer service. Ask 
participants to refer to this list during the discussion of challenges in Step 3. 

Suggestion #3 

Provide participants with a worksheet that asks them to make a list of whom they consider to 
be their customers and what makes each of these customers happy or satisfied. Ask 
participants to refer to this list in Step 5 when they are identifying ways to add their “personal 
signatures.” 
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Facilitation Tips 

As the facilitator, your job is to make sure the participants in the program have the opportunity, 
environment and resources available to learn something useful about providing exceptional 
service to their customers. 

That does not mean you have to be the “expert,” but it does mean that you should take the 
time to know and understand this material. It also means that you should be prepared to 
contribute your own viewpoints, insights and examples. In preparing for this workshop, take 
time to review and understand the information presented in the program. Consider the 
customers that your participants serve and focus the discussion on these customers. Look for 
examples of how other people make personal connections with their customers and add their 
“personal signatures” to their work and then share them with participants. Think about your 
own experiences with customer service and prepare to convey your insights and learnings 
during the program. Also, find out the specific reasons that this program is important to your 
organization and be prepared to communicate these reasons to participants, so they 
understand the importance of mastering the program material. 

If you are uncomfortable with this material and are seeking professional facilitation services, 
please contact our T r a i n e r T A L K ™  helpline at 800-3008880 x302 or 
clientservices@sollah.com. Sollah Interactive’s master trainers and TrainerS e l e c t ™  team are 
available to answer questions, share ideas, facilitate training and customize materials to meet 
your needs. 

If you are interested in reviewing techniques, actions and behaviors that will enhance learning 
for participants, visit the O n l i n e  R e s o u r c e s  at www.trainingassetsgateway.com. From the 
Resources menu, select Trainer Resources. Here you will find information and tools, such as 
energizers, team builders, competency matrices, white papers, learning style guides and access 
to Sollah Interactive’s master trainers and TrainerSelect™ team. 

 

  

mailto:clientservices@sollah.com
http://www.trainingassetsgateway.com/
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DURING THE SESSION 
HANDOUTS AND SUPPLEMENTAL ACTIVITIES 
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Video Activity Using Service from the Heart 

Time it takes: 30-35 minutes (15 minutes prior to session start time, 15-20 minutes after 
session begins) 

What it is about: Opening the session on a positive note 

What you will need: 

 Index cards with the three questions from #3 written on them  

  Video — S e r v i c e  f r o m  t h e  H e a r t  

How to do it: 

1. Begin playing the video 15 minutes prior to the session start time.  

 

Set the control to automatically loop.  

2. Turn the video off when you are ready to begin your session and explain that you will 
refer to it again later. After the participants have introduced themselves, you will use 
this activity as part of your introduction (either to conclude Step 1 or during Step 2). 

3. Break the group into smaller groups of three to five people, and ask them to talk within 
their groups to answer the following three questions on the index card: 

 

 What does it mean that “excellent service comes 
from the heart”? 

 What actions must we take to ensure that we 
always deliver excellent, from-the- heart service? 

 What are your personal goals related to being 
able to provide excellent, from- the-heart 
service? 

4. Debrief the whole group by asking for volunteers to share any highlights from their small 
group discussion. 
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5. Transition into the next activity by summarizing participants’ responses and linking the 
responses to the importance of, and the actions needed, to deliver genuine, from-the-
heart service. 
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Optional Activity 1 Delighting Our Customers with From-the-
Heart Service 

Time it takes: 60 - 90 minutes 

What it is about: Identifying the team’s customers; the needs of the team’s customers; what 
the team does well in meeting the needs of the customers; what the team could do differently; 
what team members could do individually to delight the team’s customers 

What you will need: 

 Flipchart 

 Handout #4 

 Post-it dots (optional) 

How to do it: 

1. Introduce the activity. Say:  

 

As we’ve discussed, whenever we interact with 
customers, we connect with them in two ways. One way 
is by making a “business connection” with them. We do 
this when we respond to our customers’ actual needs by 
offering appropriate products and services to meet the 
needs. The second way is by making a “personal 
connection” with them—genuinely responding to and 
valuing customers’ unique thoughts, feelings and 
reactions. Let’s talk specifically about what our 
customers’ needs are and how we can meet them in a 
positive and memorable way. 

2. Distribute Handout #4 and review the directions to Part 1. Say:  

 

First, we’re going to work in small groups to identify who 
our team’s customers are. Write the names of our 
customers in the left-hand column. In the right-hand 
column, write down examples of what they need from 
us. 

Divide participants into groups of three to five. 

Allow five minutes. 
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[Facilitator Note: You may want to ask participants to write their responses on a 
flipchart.] 

3. Debrief Part 1 of the exercise. Ask:  

 

Who are our customers? Record participants’ responses 
on a flipchart. 

[Facilitator Note: Be sure that participants mention both internal and external 
customers.] 

4. Ask:  

 

What are our customers’ needs? Record participants’ 
responses on a flipchart. 

[Possible Responses: correct information; consistency; timeliness; flexibility; appropriate 
solution to a problem; to feel welcome; to feel comfortable; to be heard; to feel 
respected; to be appreciated] 

5. Ask participants: Which of these needs are met by making a “business connection” with 
our customers? Write a “B” next to the items that participants identify. 

[Possible Responses: correct information; consistency; timeliness; flexibility; appropriate 
solution to a problem] 

6. Ask participants: Which of these needs are met by making a “personal connection” with 
our customers? Write a “P” next to the items that participants identify. 

 

[Possible Responses: to feel welcome; to feel 
comfortable; to be heard; to feel respected; to be 
appreciated] 

7. Review the directions to Part 2 of the activity by saying: Let’s assess how well we think 
we’re providing exceptional service to our customers when we interact with them. Work 
in your small groups to determine how well you think we provide exceptional, from-the- 
heart service to our customers when we make “business connections” and “personal 
connections” with them and why. Then identify ways that we can provide exceptional 
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service to them that will create a positive, memorable experience for them. (Allow ten 
minutes.) 

8. Debrief the first part of the exercise. Ask:  

 

How did you rate the quality of the “business 
connection” that our team makes with our customers? 

Why? 

What could we do better? 

Record participants’ responses on a flipchart. 

[Facilitator Note: An alternate way to debrief the first question above would be to draw 
the scale from Handout #4 on a flipchart and ask a representative from each group to 
draw an “X” on the scale in the location that represents their group’s answer to the 
question. Post participants’ answers to the last question on a second flipchart.] 

9. Debrief the second part of the exercise. Ask: How did you rate the quality of the 
“personal” connection” that our team makes with our customers? 

Why? 

What could we do better? 

Record participants’ responses on a flipchart. 

[Facilitator Note: An alternate way to debrief the first question above would be to draw 
the scale from Handout #4 on a flipchart and ask a representative from each group to 
draw an “X” on the scale in the location that represents their group’s answer to the 
question. Post participants’ answers to the last question on a flipchart.] 

10. Discuss which ideas participants want to put into action. Refer to the ideas on the 
flipcharts and say: We have discussed many great ideas for delighting our customers by 
providing from-the-heart service.  

 

Let’s identify up to three ideas we can put into action 
that will really delight our customers. They should be 
realistic and appropriate ideas that will have the greatest 
impact on delighting our customers. 
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[Facilitator Note: You can lead this discussion with the entire group, or you can ask 
small groups to discuss and then recommend one to three ideas to the large group.] 

11. Help the group identify one to three ideas that they want to put into action by either:  

 

leading a discussion with the entire group to reach 
consensus on up to three ideas; asking small groups to 
discuss the ideas, reach consensus on up to three ideas 
and share their recommendation with the entire group 
for discussion; asking individuals to vote for up to three 
ideas by drawing a dot or placing a colored Post-it dot 
next to one to three ideas they think the group should 
implement and then asking the group to discuss the 
outcomes of the vote. 

12. Create an action plan for implementing the service ideas. Ask:  

 

What do we need to do to put these ideas into action to 
provide from- the-heart service to our customers? 

13. Ask participants to identify ways they can individually provide from-the-heart service 
during interactions with customers. Say: While we have been focusing on what our team 
can do collectively to provide from-the-heart service, we also need to think about what 
we can do individually. One person can really make a difference in providing from-the- 
heart service. 

14. Review the directions to Part 3. Say: Before we end our discussion, take a moment to 
identify one thing you can do when making both “business connections” and “personal 
connections” with our customers to support the team’s efforts in providing them with 
from-the-heart service. 

[Facilitator Note: You might want to ask for volunteers to share their ideas.] 
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Optional Activity 2 Moments of Truth with Our Customers 

Time it takes: 30 — 60 minutes 

What it is about: Identifying opportunities for a team to delight its customers 

What you will need:  

 Handout #5 

How to do it: 

[Facilitator Note: This activity is appropriate for an intact team.] 

1. Introduce the concept of moments of truth, by asking:  

 

How many of you have heard the term moment of truth? 
Look for a show of hands. 

2. Continue the discussion by saying: Jan Carlzon, former CEO and President of the 
Scandinavian Airlines Group, coined the term moment of truth. A moment of truth is 
any opportunity that a customer has to form an impression or opinion about an 
organization and the quality of service it provides. A moment of truth can happen 
whenever a customer interacts with an organization’s people or processes. For example, 
imagine that you’re standing in line at your favorite fast-food restaurant. A moment of 
truth might be when the employee behind the counter takes your order. If that person 
is friendly, courteous and knowledgeable, what impression are you likely to form about 
the entire chain of restaurants? 

[Possible Responses: positive; I might assume all the restaurants in the chain are this 
way] 

3. Continue the discussion by asking:  

 

What are examples of other moments of truth in this 
restaurant? 

[Possible Responses: when they take my money; when they put my order on the tray/in 
the bag; when I get condiments; when I wait in line; when I look for a place to sit down 
to eat] 
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4. Continue the discussion by saying: A moment of truth is a critical time for any 
organization. 

As you can imagine, many things could go right or wrong at each moment of truth to 
create in the customer’s mind an opinion or generalization about the entire organization 
and the quality of service it provides. In our restaurant example, imagine that you need 
ketchup and go to the area where the restaurant keeps its condiments. What could go 
wrong at that moment of truth? 

[Possible Responses: they could be out of ketchup; the area could be dirty; the ketchup 
could be hard to reach] 

5. Continue the discussion by asking:  

 

What might you think about the restaurant because of 
that? 

[Possible Responses: you might wonder if the kitchen is also dirty; you might think they 
don’t care about customer convenience; you might believe they don’t have high quality 
standards] 

6. Continue the discussion by saying: So it’s critical to manage these moments of truth 
carefully because each one is actually an opportunity to create positive customer 
impressions about an organization. In fact, each moment of truth with a customer can 
be managed by making a personal connection with the customer. 

7. Distribute H a n d o u t  #5 and review the directions. Say: We’re going to work in small 
groups to identify our customers’ moments of truth and how we can manage each 
moment of truth to create a positive, memorable experience for our customers. 

8. Divide participants into groups of 3 — 5. Allow 10—15 minutes. 

 

 
[Facilitator Note: As an alternative, you could lead this as 
a large-group discussion.] 

 

9. Debrief the discussion by asking:  
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What did you identify as moments of truth for our 
customers, and how can we manage them in a positive 
and memorable way? 

10. Create an action plan for implementing the ideas. Ask: What do we need to do to put 
these ideas into action? 
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Optional Activity 3 Moments of Truth with My 
Customers 

Time it takes: 15 — 30 minutes 

What it is about: Identifying opportunities for individuals to delight their customers 

What you will need:  

 Handout #6 

How to do it:  

[Facilitator Note: This activity is appropriate for a cross-functional team or group of participants 
who do not necessarily work together.] 

1. Introduce the concept of moments of truth, by asking:  

 

How many of you have heard the term moment of truth? 
Look for a show of hands. 

2. Continue the discussion by saying: Jan Carlzon, former CEO and President of the 
Scandinavian Airlines Group, coined the term moment of truth. A moment of truth is 
any opportunity that a customer has to form an impression or opinion about an 
organization and the quality of service it provides. A moment of truth can happen 
whenever a customer interacts with an organization’s people or processes. For example, 
imagine that you’re standing in line at your favorite fast-food restaurant. A moment of 
truth might be when the employee behind the counter takes your order. If that person 
is friendly, courteous and knowledgeable, what impression are you likely to form about 
the entire chain of restaurants? 

[Possible Responses: positive; all the restaurants in the chain are this way] 

3. Continue the discussion by asking:  

 

What are other moments of truth in this restaurant? 

[Possible Responses: when they take my money; when they put my order on the tray/in 
the bag; when I get condiments; when I wait in line; when I look for a place to sit down 
to eat] 
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4. Continue the discussion by saying: A moment of truth is a critical time for any 
organization. 

As you can imagine, many things could go right or wrong at each moment of truth to 
create in the customer’s mind an opinion or generalization about the entire organization 
and the quality of service it provides. In our restaurant example, imagine that you need 
ketchup and go to the area where the restaurant keeps its condiments. What could go 
wrong at that “moment of truth”? 

[Possible Responses: they could be out of ketchup; the area could be dirty; the ketchup 
could be hard to reach] 

5. Continue the discussion by asking:  

 

What might you think about the restaurant because of 
that? 

[Possible Responses: you might wonder if the kitchen is also dirty; you might think they 
don’t care about customer convenience; you might believe they don’t have high quality 
standards] 

6. Continue the discussion by saying: So it’s critical to manage these moments of truth 
carefully, because each one is actually an opportunity to create positive customer 
impressions. In fact, each moment of truth with a customer can be managed by making 
a personal connection with the customer. In the same way, you have moments of truth 
with your customers that you need to manage to create a positive, memorable 
experience for them. 

7. Continue the discussion by asking: What are typical moments of truth that we can have 
with our customers? 

[Possible Responses: when they have a problem; when I’m fulfilling a request; when 
they ask for information; when they’re upset; when they’re in a bind; when I’m filling an 
order] 

8. Distribute Handout #6 and review the directions. Say:  

 

Identify your customers’ moments of truth and how you 
can manage each moment of truth to create a positive, 
memorable experience for your customers. (Allow 5—10 
minutes.) 
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9. Ask for volunteers to share their ideas. 
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Optional Activity 4 Developing a Personal Strategy for 
Providing From-the-Heart Service 

Time it takes: 15 minutes 

What it is about: Three actions for delivering from-the-heart service 

What you will need:  

 Handout #7 

How to do it: 

1. Introduce the actions for delivering from-the- heart service and adding a “personal 
signature” to work by saying:  

 

You can make a positive difference for your customers by 
the way you do your job. In every interaction you have 
with a customer, whether external or internal, you have 
a choice. You can choose to do what’s easiest for you, or 
you can choose to do what’s best for your customers. 

2. Continue the discussion by saying: It isn’t always easy to choose to do what’s best for 
your customers. What gets in the way of focusing on what’s best for your customers or 
might cause you to focus more on your own needs? 

[Possible Responses: I get busy; sometimes things have gone wrong during the day; I’m 
focused on other things in the work environment; I’m stressed; it’s late in the day] 

3. Distribute H a n d o u t  #7 and say:  

 

At those times, you need a personal strategy to help you 
re - focus on customer service and satisfaction. 

This strategy comprises four actions you can take to help you stay focused on your 
customers every time you do your job, no matter how your day is going. These actions 
can serve as a kind of mental checklist for remembering to focus on customer 
satisfaction. First, keep a picture of a satisfied customer in your mind. You know your 
customers and what makes them happy, so picturing a satisfied customer will help shift 
your focus from yourself and your situation to delighting your customers. This will 
remind you that your job is to satisfy that customer. Also, think about exactly what you 
can do at that moment that will lead to customer satisfaction. At the same time, ask 
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yourself if you’re doing what’s easiest or best for yourself or if you should re-focus your 
energies to things that will help delight and satisfy your customers. Then consciously 
make the choice to do those things that will satisfy your customers. 

4. Review the directions. Say:  

 

We’re going to practice using this personal strategy on a 
situation you might normally encounter that can distract 
you from your focus on customer satisfaction and 
exceptional service. First, identify one of your key 
customers and what makes that customer satisfied. 
Next, think of a situation or circumstances that you 
regularly encounter that keep(s) you from focusing on 
what’s best for the customer. Then, identify specific 
actions you can take at that moment to re-focus your 
attention on customer satisfaction and service. (Allow 
five minutes.) 

5. Ask for volunteers to share their answers. 
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DVD Bonus Materials Who, What, How & When 

Bonus materials are provided to help facilitators supplement a training plan and prepare for an 
effective program. Bonus materials may be used before, during or after a session. 

Bonus materials provided on the DVD for this program include: 

What it is How to use it 

S e r v i c e  f r o m  t h e  H e a r t  — A short 
video, ideal for kicking off or closing the 
training session. 

See Video Activity for one way to use this 
video. Other activities are available in Sollah 
Interactive’s B e y o n d  t h e  B o x  activity book, 
available for purchase. 
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DURING THE SESSION 
SLIDES, FLIPCHARTS AND HANDOUTS 
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PowerPoint Slides, Flipcharts and Handouts 

PowerPoint Slides: For your convenience, we have included “thumbnail” icons of the 
PowerPoint slides throughout the Facilitator Guide in the place that each slide is being 
referenced. Electronic copies and the most current versions of PowerPoint slides can be found 
in the Online Resources at www.trainingassetsgateway.com. 

Flipcharts: Flipcharts used in this program could be prepared in advance by the facilitator or 
during each activity by the participants. Electronic copies of flipchart templates can be found in 
the Online Resources at www.trainingassetsgateway.com. 

Handouts: Masters of the handouts are found on the following pages. You may reproduce 
these documents as often as you like or use them as a starting point to create any other visual 
aid you believe would enhance the learning experience. Electronic copies and the most current 
versions of these handouts, along with any appropriate answer guides, can be found in the 
Online Resources at www.trainingassetsgateway.com. 

  

http://www.trainingassetsgateway.com/
http://www.trainingassetsgateway.com/
http://www.trainingassetsgateway.com/
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Handout #1 - Ideas for Adding a “Personal Signature” to Work 

Directions: Work with your small group to identify at least five creative and appropriate ways 
that someone can add a “personal signature” to their work to delight and surprise their 
customers. As you work, keep in mind the following actions for developing a “personal 
signature”: 

 Know your customers 

 Think outside the box 

 Surprise your customers 

 Go the extra mile for them 

 Make it appropriate 

 Idea #1: 

 

 Idea #2: 

 

 Idea #3: 

 

 Idea #4: 

 

 Idea #5: 

 

 Other ideas: 
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Handout #2 - My “Personal Signature” 

Directions: Working individually, write down at least three specific ways that you can add your 
“personal signature” to your work to delight and surprise your customers. As you work, keep in 
mind the following actions for developing a “personal signature”: 

 Know your customers 

 Think outside the box 

 Surprise your customers 

 Go the extra mile for them 

 Make it appropriate 

 Idea #1: 

 

 

 

 

 Idea #2: 

 

 

 

 

 Idea #3: 
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Handout #3 - Focus on the Future 

The more immediately you use the knowledge and skills from this program, the more successful 
you will be at providing exceptional, from-the-heart service to your customers. Your 
commitment to use your newly gained knowledge and skills begins with a plan. 

Keep your plan manageable. Begin with two commitments. Once you have fulfilled these 
commitments, you can expand your plan incrementally. Take small steps that you can 
reasonably accomplish. 

Write at least two actions below that you can take to provide from-the-heart service to your 
customers. 

 Action #1: 

 What I need to do to fulfill this action: 

 

 

 

 

 

 

 Action #2: 

 What I need to do to fulfill this action: 
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Handout #4 - Delighting Our Customers with From-the-Heart 
Service 

Directions: 

Part 1: Work with your small group to identify your team’s internal and/or external customers. 
Then think about typical interactions you have with them and identify what they need from you 
on the business side of the interaction and what they need from you on the human side of the 
interaction. 

Our Customers Their Needs 
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Part 2: Working in your small group, assess how well you provide exceptional, from-the-heart 
service to your customers on both the business and the personal side of your interactions with 
them by answering the questions below. 

Business Connections 

 How well does your team acknowledge your customers’ business needs? Place an 
“X” on the appropriate place on the scale below. 

_______1    2 3 4 5  

Poor    Satisfactory    Exceptional 

 Why did you choose that rating? 

 

 

 What could your team do better in acknowledging your customers’ business needs 
to create a positive, memorable experience for them? 

 

 

Personal Connections 

 How well does your team acknowledge your customers’ personal needs? Place an 
“X” on the appropriate place on the scale below. 

_______1________2 3 4 5  

Poor    Satisfactory    Exceptional 

 Why did you choose that rating? 

 

 

 What could your team do better in acknowledging your customers’ personal needs 
to create a positive, memorable experience for them? 
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Part 3: Working individually, write one thing you can do to provide exceptional, from-the-heart 
service that will create a positive, memorable experience for your customers on both the 
business and the personal side of your interactions with customers. 

 One way I can provide from-the-heart service to our customers on the “business 
connections” side of my interactions with them is . . . 

 

 

 

 

 

 

 

 

 

 One way I can provide from-the-heart service to our customers on the “personal 
connections” side of my interactions with them is . . . 
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Handout #5 -Moments of Truth with Our Customers 

Directions: Work with your small group to identify: 

 Your team’s key customers 

 Critical moments of truth with them 

 Ways you can manage each moment of truth to create a positive, memorable 
experience for them 
 

Our Customers Moments of Truth How We Can Manage Each 
Moment of Truth 
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Handout #6 - Moments of Truth with My Customers 

Directions: Work individually to identify: 

 Your key customers 

 Critical moments of truth with them 

 Ways you can manage each moment of truth to create a positive, memorable 
experience for them 
 
 

My Customers Moments of Truth How I Can Manage Each 
Moment of Truth 
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Handout #7 - Developing a Personal Strategy for Providing 
From-the-Heart Service 

You can make a positive difference for your customers every time you do your job if you: 

 Keep a picture of a satisfied customer in your mind. 

 Think about what you are doing right now that is important to this customer. 

 At each decision point or moment of truth, remember to ask yourself, “Am I doing 
what is fastest and easiest for me, or should I do what will be best for my 
customer?” 

 Make the customer-focused choice. 

Directions: Develop a personal strategy for providing from-the-heart service every time you do 
your job by answering the following questions. 

 Who is one of my key customers? 

 

 

 What keeps this customer satisfied? 

 

 

 What typically distracts me from focusing on this customer’s satisfaction or causes 
me to focus more on my own needs? 

 

 

 What could I do at that moment to re-focus my attention on what’s best for this 
customer? 
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ONLINE RESOURCES 
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Online Resources 

For even more resources, please go to www.trainingassetsgateway.com .  

BUILD your own training! 
BLEND into existing training or curriculums! 

TAG™ (Training Assets Gateway™) is a unique cloud-based library that provides thousands of 
award-winning, high-quality, ready-to-use training components. When you need to develop 
new training or refresh, enhance or build upon existing training – with TAG™– everything is at 
your fingertips! 

TAG™ contains video vignettes (short dramatic behavior-modeling videos), complete programs 
(ready to use training solutions), video introductions, video summaries, SMART-STARTs (jump 
start training or meetings), case studies, training activities, trainer resources, subject matter 
expert interviews and SCORM/AICC conformant eLearning programs.  

Organize the content. Download the components. Blend into PowerPoint® or upload to your 
LMS. Train your employees. 

  

http://www.trainingassetsgateway.com/
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AFTER THE SESSION 
HELPFUL INFORMATION 

  



Johnny the Bagger® 

©2012 Sollah Interactive, LLC, 2007 VisionPoint® Productions, Inc.      Page 53 
This page may be reproduced for training purposes. 

Suggestions for Additional Customer Service Training 

If you like the program J o h n n y  t h e  B a g g e r ® :  A  T r u e  S t o r y  o f  C u s t o m e r  S e r v i c e  
and are looking for other programs to help motivate and inspire your workforce or build 
customer loyalty, check out these other training programs produced by Sollah Interactive: 

 Glad I Could Help: Real Customer Service Situations for Discussion 

 Whale Done! ™: The Power of Positive Relationships 

 Accentuate the Positive 

 Stephen Covey on Leadership 

Need additional assistance? For ideas on how to best tailor a customized training solution, 
contact Sollah Interactive’s T r a i n e r T A L K ™  helpline at 800-3008880 or 
clientservices@sollah.com. Master trainers, T r a i n e r S e l e c t ™  specialists and learning 
consultants are available to help you achieve your training goals. 

mailto:clientservices@sollah.com
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Why This Book Is Important 

The story of Johnny the Bagger® teaches us that we can provide exceptional, from-the-heart 
service to each of our customers and make a real difference in our workplace. Doing so requires 
making a personal choice to delight customers every day in every interaction with them. 
Providing service that delights our customers requires us to continue to improve our skills and 
knowledge, so we can make a real difference for our customers, our organization and ourselves 
on a regular basis. 

As you will see in the next section, “How to Use This Book,” continuous improvement requires 
commitment, but relatively little time—just once a week. 
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How to Use This Book 

There are 52 reflections in this book to carry you through a year. The reflections offer variety to 
keep your interest, yet broaden your focus and sharpen your customer service competencies 
through questions to answer or activities to complete.  

Here are some suggestions for using this book: 

 Take time every week to increase your skills and knowledge about customer service 
and what it takes to provide from-the-heart service by completing one of the 
reflections. 

 Place the book where it will be visible and easily accessible. 

 Consider completing each reflection on Monday of your workweek to focus your 
thinking and actions for the coming week. 

 Complete each reflection at a time of day when you are most alert and energetic, 
first thing in the morning, during lunch or at the end of your workday. 

 Don’t just think about your answers to the reflections—be sure to use the space 
provided on each page to write down your thoughts or answers to the questions. 

If you are faithful in your commitment to completing these reflections, you’ll be able to make a 
true difference in your organization by providing exceptional, from-the-heart service to your 
customers. 
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Reflection 1 – Building Customer Loyalty 

“Building Customer Loyalty” is the responsibility of every employee in an organization. If 
organizations today want to stay in business, they must do more than simply acquire new 
customers. They must treat their established customers in such a way that they WANT to do 

more business with the organization.”1 

If you have face-to-face contact with your organization’s customers, what can you personally do 

to create loyal customers?  If your customers are internal, what can you personally do to support 

their efforts to create loyal customers? 

                                                      

1 Glanz, B. A. (1994) Building Customer Loyalty: How YOU Can Help Keep Customers Returning. 

New York: McGraw-Hill. 
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Reflection 2 – Your Experience as a Customer 

Think of an organization where you like to do business—a place where you choose to go time 
and time again. 

What do they do to keep you returning? 

 

 

 

 

 

 

 

 

How can you do the same things for your customers? 
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Reflection 3 – The Importance of Customer Loyalty 

One reason that it’s important for your organization to develop loyal customers is the fact that 

it costs five times as much to get a new customer as it does to keep an existing one. 

What are other reasons for creating loyal customers? 

 

 

 

 

 

 

 

 

What can you do to help your organization develop loyal customers? 
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Reflection 4 – Keeping Loyal Customers 

There are several reasons that customers stop doing business with an organization. For 
example, some customers may simply move away. Some leave for competitive reasons, while 
others are dissatisfied with a product or service. But 68% of customers stop doing business with 
an organization because of an attitude of indifference toward the customers by the owner, the 
manager or an employee.2 

In what ways can you influence others in your organization to overcome their attitudes of 
indifference toward customers, either directly through your own actions or indirectly by 
supporting others? 

                                                      

2 LeBoeuf, M. (1987)  How to Win Customers and Keep Them for Life. New York: G. P. 
Putnam’s Sons. 



Johnny the Bagger® 

©2012 Sollah Interactive, LLC, 2007 VisionPoint® Productions, Inc.  Page 12 
This page may be reproduced for training purposes. 

Reflection 5 – Your Customers 

We all have customers. Some of these customers may be external—customers who purchase 
our organization’s products or services. Some may be internal—people who depend on the 
timeliness, quality and accuracy of our work. 

Who are your customers (external and/or internal)? 
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Reflection 6 – Your Choice 

In every interaction with a customer, whether internal or external, you have a choice: 

 You can choose to discount a customer, disregarding the customer’s needs and 
feelings 

 You can choose to take care of the customer’s business needs only 

 You can choose to create a positive, memorable experience for the customer3 

In what ways is it possible to discount or disregard a customer? 

 

 

 

 

What do you sacrifice if you choose to take care of a customer’s business needs only? 

 

 

 

 

What do you gain if you choose to create a positive, memorable experience for the customer? 

                                                      

3 Glanz, B. A. (1994)  Building Customer Loyalty: How YOU Can Help Keep Customers 
Returning. New York: McGraw-Hill. 
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Reflection 7 – Choosing to Provide Exceptional Service 

What are a few behaviors or personal characteristics that would tell others you have made 
the choice to provide exceptional service to customers? 
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Reflection 8 – Focusing on what is Best for the Customer 

In every interaction you have with a customer, whether external or internal, you can choose to 
do what is easiest for you, or you can choose to do what is best for your customers. 

What could get in your way of doing what’s best for your customers? 

 

 

 

 

How can you overcome these challenges? 
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Reflection 9 – Your Customers’ Business Needs 

Your customers all have unique needs. Some of these are business needs—your customers 
need or want a product or service that you or your organization can provide. 

Review your list of customers on page 12. In the space provided below, make a list of their most 
critical business needs and what you do to meet these needs.| 
 

My Customers’ Business Needs How I Meet These Needs 
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Reflection 10 – Your Customers’ Personal Needs 

Your customers all have unique needs. Some of these are personal needs— your customers 
want to feel special. 

Review your list of customers on page 12. In the space provided below, make a list of their 
personal needs and what you do to meet these needs. 
 

My Customers’ Personal Needs How I Meet These Needs 
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Reflection 11 – Customer Service Success Story 

Think of a time when you were successful in satisfying a customer or in creating a loyal 
customer for your organization. 

What specifically did you do to serve the customer successfully? 

 

 

 

 

 

Which of the following actions for providing from-the-heart service did you use?  Check all that 
apply: 

 

 I believed I could make a difference in that situation. 

 

 I made a conscious choice to make a difference. 

 

 I added my “personal signature”—a unique, personal touch. 
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Reflection 12 – The Impact of Exceptional Service 

Think of a time when you were successful in satisfying a customer or in creating a loyal 
customer for your organization. 

How did your actions impact your organization, workplace and/or you (either at that time or 
in the future)? 

 

 

 

 

 

 

 

 

In what way(s) can you continue to apply these actions today? 
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Reflection 13 – Service Habits 

A habit is a behavior that you have used for so long that you no longer have to think about—it 
just comes naturally. There are habits or behaviors that everyone needs to develop to provide 
exceptional service to customers. Some examples include: 

 Being on time 

 Going the extra mile 

 Following up 

What other service “habits” should you develop that will allow you to always provide from-
the-heart service? 
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Reflection 14 – Getting in the “Service Habit” 

Review the service habits that you identified on page 20 to help you always to provide from-
the-heart service. Choose one of the habits and practice it over the next week. 

What did you do? 

 

 

 

 

 

How did it help you provide from-the-heart service to your customers? 
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Reflection 15 – Customer Service Skills and Knowledge 

In order to truly delight your customers, you need strong customer service skills and knowledge 
of your products and services. 

In the space provided below, make a list of the most critical skills and knowledge you need to 
provide exceptional service to your customers. 

 

Skills I Need to Provide Exceptional Service Knowledge I Need to Provide Exceptional 
Service 
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Reflection 16 – Improving Your Customer Service Skills and 
Knowledge 

Review the lists of the critical customer service skills and knowledge you developed on page 22. 

Put a checkmark (√) next to the skills you do well. 

Put a checkmark (√) next to the knowledge you possess. 

The items in both lists that have no checkmarks (√) next to them are skills and/or knowledge 
that you must gain to delight your customers. What is your plan for gaining the skills and/or 
knowledge that you need? 
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Reflection 17 – Adding Value for Our Customers 

“Customers expect us to strive very hard to make them happy every step of the way. Each time 
an aspect of the total experience meets that expectation, we have added value in the 

customer’s eyes.”4 

How can you add value in every step of your customers’ experience with you? 

                                                      

4 Levesque, P. (1995)  The WOW Factory: Creating a Customer Focus Revolution in Your 
Business. Chicago: Irwin Professional Publishing. 
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Reflection 18 – Taking Steps to Add Value for Our Customers 

Think of a customer that you’re going to interact with this week and make a point of 
implementing one of the behaviors you identified on page 24 that allows you to add value in 
your customers’ experience with you. 

How did your customer respond? 

 

 

 

 

 

How did it make you feel? 

 

 

 

 

 

 

How will this interaction affect future interactions with this customer? 
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Reflection 19 – Consistently Adding Value for Our Customers 

Consistency is critical in customer service. It’s important to provide exceptional service every 
time we interact with customers. 

Review the list of ways you can add value in every step of your customers’ experience with you 
that you created on page 24. Which of those behaviors are you already consistently using with 
your customers?  Put a checkmark () next to those behaviors. 

In what ways does consistently using those behaviors help you add value for your customers?  
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Reflection 20 – Focusing on Adding Value for Our Customers 

Review the list of ways you can add value in every step of your customers’ experience with you 
that you created on page 24. Review the behaviors that you did not put a checkmark () next 
to when you completed Reflection 24. These are behaviors that you do not use consistently 
with your customers.  

What reminders, information or skills might help you be more consistent in using these 
behaviors?  Write your ideas below. 
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Reflection 21 – Developing a “Personal Signature” 

A “personal signature” is something unique that makes an interaction with a customer 
memorable. It’s a personal touch that makes a customer feel special. 

Think about your customers. What would make them feel special?  In the space provided 
below, write down some ways that you can add your “personal signature” when you interact 
with them. As you work, keep in mind the following actions for developing a “personal 
signature”: 

 Know your customers 

 Think outside the box 

 Surprise your customers 

 Go the extra mile for them 

 Make it appropriate 
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Reflection 22 – Selecting Your “Personal Signature” 

Review the ideas you developed on page 28 for adding your “personal signature” to every 
interaction with your customers to make them feel special. 

Which idea for adding a “personal signature” would have the most impact on your person-to-
person interactions with your customers and be appropriate in your organization?  Write the 
idea in the space provided below. 

 

 

 

 

 

In what ways will this “personal signature” delight your customers? 
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Reflection 23 – Using Your “Personal Signature” 

What barriers might keep you from adding the “personal signature” you identified on page 28 
to your work? 

 

 

 

 

 

 

 

 

 

 

What can you do to overcome these barriers? 
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Reflection 24 – Adding Your “Personal Signature” 

Think of a customer that you’re going to interact with this week, and make a point of adding 
your “personal signature” when you interact with this customer. 

How did your customer respond? 

 

 

 

 

 

 

How did it make you feel? 

 

 

 

 

 

 

How will this interaction affect future interactions with this customer? 
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Reflection 25 – Influencing Others 

“People seldom improve when they have no other model but themselves to copy.” 

- Oliver Goldsmith 

What does this quote have to do with your ability to influence others around you to provide 
exceptional service to customers? 
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Reflection 26 – Helping Others Serve Customers 

What specifically can you do to help others . . . 

Believe they can make a difference? 

 

 

 

 

 

 

Make the choice to provide exceptional service? 

 

 

 

 

 

 

Add their “personal signature” to their work? 
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Reflection 27 – Helping Someone Serve Customers 

Review the list of items you identified on page 33 that will allow you to help others serve 
customers. Think of someone you work with or support at work. Then choose one of the items 
from your list and put it into action with this person in the next two weeks to help him/her 
serve a customer more effectively. 

What did you do? 

 

 

 

 

 

 

 

 

 

How did it help this person serve his/her customer effectively? 
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Reflection 28 – Service S.O.S. 

“Being able to solve problems—to rescue the situation when it appears bleakest—is a key 
element in providing great service. It makes your job easier. It makes your company’s business 
run smoother. And it’s also a tremendous way to mend relationships with your customers and 

make them even more loyal.”5 

Why is being able to solve problems a “key element in providing great service”? 

                                                      

5 Zemke, R. (2003)  Delivering Knock Your Socks Off Service. New York: AMACOM. 
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Reflection 29 – Solving Customer Problems 

Review the quote on page 35. Why does solving problems for your customers mend 
relationships with them and encourage them to be loyal customers? 
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Reflection 30 – Service Recovery 

“Customers have [service] recovery expectations, just as they have expectations of normal 

service.”6 

What are some expectations customers have about how any company should handle a 
problem with a product or service? 

 

 

 

 

 

Which of those customer expectations do you meet when dealing with a customer’s 
problem?  Put a checkmark () next to them. 

 

 

 

 

 

For those items you didn’t put a checkmark () next to, what are some ways you can meet 
those service recovery expectations? 

                                                      

6 Zemke, R. (2003)  Delivering Knock Your Socks Off Service. New York: AMACOM. 



Johnny the Bagger® 

©2012 Sollah Interactive, LLC, 2007 VisionPoint® Productions, Inc.  Page 38 
This page may be reproduced for training purposes. 

Reflection 31 – The Customer-Supplier Chain 

“A supplier is someone who provides quality products and services to others, so they can 
complete their work accurately and on time. You may be a supplier to either an internal or an 

external customer, and you also have suppliers.”7 

Who are your suppliers?  What do they provide you? 

 

 

 

 

 

To whom are you a supplier?  What do you provide them? 

 

 

 

 

 

 

How can you make sure that you provide from-the-heart service to them? 

 

                                                      

7
 Glanz, B. A. (1994)  Building Customer Loyalty: How YOU Can Help Keep Customers 

Returning. New York: McGraw-Hill. 
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Reflection 32 – Providing Service in Your Customer-Supplier 
Chain 

Think of one person or group to whom you’re a supplier or who’s a supplier to you. Then use 
one of the ideas you identified on page 38 in the next two weeks to provide exceptional service 
to this person or group. 

What did you do? 
 

 

 

 
 

 

 

 

 

How did it affect your customer-supplier chain? 
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Reflection 33 – Different Frames of Reference 

In any interaction with a customer, each of us has a different frame of reference—a different 
and unique way of seeing and understanding a situation. “Keeping the human level in mind, we 
must relate to all our customers as unique human beings with their own stories and try, 
through communication and empathy, to understanding how they ‘see it’ and do our best to 
create a positive experience for them. We do not necessarily have to agree with the way they 
see it in order to accept and work with the way they see it. Trying to understand how the 
customer sees things contributes to building customer loyalty.”8 

Think of a situation that occurred in your job in which you and a customer (either external or 
internal) saw something differently. 

How did you see the situation?  How did the customer see it? 

 

 

 

 

 

 

How did you feel about the interaction?  How did the customer feel about the interaction? 

 

                                                      

8 Glanz, B. A. (1994)  Building Customer Loyalty: How YOU Can Help Keep Customers 
Returning. New York: McGraw-Hill. 
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Reflection 34 – Dealing with Different Frames of Reference 

Review the quote on page 40. 

What should you do to make sure you understand a customer’s frame of reference in every 
interaction? 
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Reflection 35 – Understanding a Customer’s Frame of 
Reference 

Review the quote on page 40. Think of a recent interaction you had with a customer. 

What did you do to understand the customer’s frame of reference? 

 

 

 

 

 

 

 

 

 

What impact did your action(s) have on the interaction? 
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Reflection 36 – Caring Customer Service 

“Customer service includes the four things customers want: 

1. Friendly, caring service – Customers want to be treated with courtesy and respect. They 
want to feel they are important. 

2. Flexibility – Customers want you to jiggle the system for them and their individual 
needs. They don’t want to hear no; they want you to figure out a way to get them what 
they want or need. 

3. Problem-solving – Customers want the first person they speak to solve their problem, 
not the supervisor or manager. The problem may be a business problem or a personal 
problem, such as a flat tire in the parking lot. 

4. Recovery – When the organization or the employee has made a mistake, the customer 
wants them to apologize, fix the mistake, do something extra and follow up. They want 
it to be taken care of quickly and to their satisfaction.”9 

How could you apply the four things that all customers want to your job?  In the space provided 
below, write down some ways that you can provide the things that customers want to your 
internal and/or external customers. 

1. Friendly, caring service: 

 

 

                                                      

9 Glanz, B. A. (1994)  Building Customer Loyalty: How YOU Can Help Keep Customers 
Returning. New York: McGraw-Hill. 
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2. Flexibility: 

 

 

 

 

 

 

 

3. Problem-solving: 

 

 

 

 

 

 

 

4. Recovery: 
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Reflection 37 – Providing Friendly, Caring Service 

Because providing friendly, caring service is one of the four things that all customers want, 
make a point today to provide friendly, caring service to one of your customers. 

What specifically did you do? 

 

 

 

 

 

 

 

 

 

How did your customer respond? 
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Reflection 38 – Being Flexible 

Because being flexible with customers in meeting their needs is one of the four things that all 
customers want, make a point today to be flexible with one of your customers. 

What specifically did you do? 

 

 

 

 

 

 

 

 

 

How did your customer respond? 
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Reflection 39 – Problem-Solving 

Because solving problems and finding solutions is one of the four things that all customers 
want, make a point today to solve a problem for one of your customers. 

What specifically did you do? 

 

 

 

 

 

 

 

 

 

How did your customer respond? 
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Reflection 40 – Recovery 

Because recovering from a mistake is one of the four things that all customers want, make a 
point in the next two weeks to recover from an error or a mistake with one of your customers 
in a way that takes care of the situation quickly and satisfies the customer. 

What specifically did you do? 

 

 

 

 

 

 

 

 

How did your customer respond? 
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Reflection 41 – Enhancers 

“A moment of truth is a memory for the customer, so one of the best ways we can create 
customer loyalty is to make that experience a positive, memorable one so the customer leaves 
thinking, ‘Wow! That was really special!’  Enhancers are little things you can do in a typical 
moment to make it positively memorable. Enhancers can create memories. Positive memories 

over time create loyalty.”10 

Examples of enhancers include: 

 Giving a new toothbrush to dental patients at the end of their check-ups 

 Making coffee available in the lobby of a restaurant for customers to enjoy while 
they’re waiting for their tables 

 Adding crushed paper padding to the shoulders and sleeves of freshly dry-cleaned 
garments, so they won’t get wrinkled when customers take them home 

What can you do at key moments of truth with your customers to surprise and delight them?  
Be creative! 

 

                                                      

10 Glanz, B. A. (1994)  Building Customer Loyalty: How YOU Can Help Keep Customers 
Returning. New York: McGraw-Hill. 
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Reflection 42 – Challenges to Exceptional Customer Service: A 
Difficult Customer 

It’s not always easy to make the choice to provide exceptional service when you’re faced with a 
difficult customer. What can you do to provide exceptional, from-the-heart service while 
dealing with a difficult customer? 
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Reflection 43 – Dealing with a Difficult Customer 

Use one of the ideas you identified on page 49 in the next two weeks to deal with a difficult 
customer effectively. 

What did you do? 
 
 

 

 

 

 

 

 

 

How did your customer respond? 
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Reflection 44 – Challenges to Exceptional Customer Service: 
The “System” 

Sometimes our organization’s systems, policies, processes or procedures make providing 
exceptional service to customers difficult. What can you do if you find that the “system” is 
making it difficult for you to provide exceptional, from-the-heart service? 
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Reflection 45 – Dealing with the “System” 

Use one of the ideas you identified on page 52 in the next two weeks to deal effectively with an 
internal system, policy, process or procedure that makes providing exceptional service to your 
customers difficult.  

What did you do? 
 
 

 

 

 

 

 

 

 

 

How did it help you provide exceptional service to your customers? 
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Reflection 46 – Challenges to Exceptional Customer Service: 
Our Colleagues 

Sometimes it’s hard to stay motivated to provide exceptional customer service if we find that 
the people around us—teammates, coworkers or a boss—don’t believe they can make a 
difference or don’t choose to provide exceptional service. What can you do to stay motivated 
to provide from-the-heart service, even if the people you work with don’t? 
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Reflection 47 – Dealing with Your Colleagues 

Use one of the ideas you identified on page 54 in the next two weeks to deal effectively with 
someone around you (a teammate, coworker or boss) who makes it hard for you to stay 
motivated to provide exceptional service to your customers.  

What did you do? 
 
 

 

 

 

 

 

 

 

 

How did it help you stay motivated to provide from-the-heart service? 
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Reflection 48 – Challenges to Exceptional Customer Service: 
Our Mindsets 

Even when you believe you can make a difference in your workplace and choose to provide 
exceptional service, things happen at work that could de-motivate you and challenge your 
service mindset, causing you to act in ways that might seem apathetic, uncaring, condescending 
or robotic to customers. When your personal service mindset is challenged by events in the 
workplace, what can you do to stay motivated to provide from-the-heart service? 
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Reflection 49 – Dealing with Your Mindsets 

Use one of the ideas you identified on page 56 in the next two weeks to deal effectively with a 
challenge to your personal service mindset. 

What did you do? 
 
 

 

 

 

 

 

 

 

 

How did it help you stay motivated to provide from-the-heart service? 
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Reflection 50 – Handling Customer Complaints 

Sometimes an organization can create loyal customers by handling customers’ complaints in a 
way that satisfies or even delights them. 

Why is this true? 

 

 

 

 

 

 

 

 

 

What can you do to handle your customers’ complaints in a way that satisfies them? 
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Reflection 51 – Providing Service When You Can’t Say “Yes” 

Sometimes it’s not possible to grant a customer’s request. For example, there may be laws or 
regulations that prohibit you from doing what the customer wants. You may be out of stock. Or 
it may be too late in the day. 

What are some reasons or circumstances that sometimes keep you from granting customers’ 
requests? 

 

 

 

 

 

 

 

 

 

 

At times like these, it’s still possible to provide exceptional service to your customers. How 
can you say “no” to customers and still create a positive experience for them? 
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Reflection 52 – Next Steps 

You’re done!  Well, you’re done with the reflections in this book, that is. When it comes to 
providing exceptional, from-the-heart service, you’ll never be done because there will always 
be something new to know, a new skill to develop or a current skill to sharpen. 

A few suggestions to keep your customer service skills alive and growing: 

 Read books and articles about customer service 

 Enroll in customer service seminars 

 Ask for feedback about your effectiveness in providing from-the-heart service 

What suggestions can you add to this list? 


