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Make Your Guest's Experience Purposeful
- a note from the Vision Room Curator: During August we are focusing on Guest Experience in
churches, but some of the most powerful learning for churches can occur by reading about
customer service - all you have to do is substitute the word "Guest" every time you see
"customer." The following content was graciously supplied by Shep Hyken, a customer service
and experience expert. Enjoy!
The customer experience shouldn't happen by accident. It should be planned and thought
out well in advance of the success you hope to have with your customers.
I recently had a conversation with someone who helped focus my long term strategic plans. We
talked about the success I had in the past and what I hoped would be continued success in the
future. I am very goal-oriented and shared my goals for the upcoming quarter, for the year, and
even for ten years. These included the number of speaking engagements I wanted to do, the
number of training dates our trainers would book, the growth in our online university and more.
While she seemed impressed, she asked me how I planned to make those goals a reality. I told
her what had been successful in the past, and how it should continue to take me into the future.
Her response took me by surprise. She informed me that I had been successful by accident.
While I had my goals, the detail about how I planned to achieve these goals was minimal.
That made me think about how many organizations go about delivering great customer
service. In effect, they do it by accident.
They hire good people and hope they will deliver based on their past experience. Some
companies take it a step further and have some training. Still they are just hoping to achieve
what the customer would consider to be a great customer service experience.
Customer service doesn't happen by accident. It starts with hiring the right people and training
them, but that still may not be enough. The best companies don’t take a chance. They actually
design the experience. So here are a few steps in the process to help you move from accidental
to purposeful amazing customer service.
1. Already mentioned is hiring and training. By the way, training should be ongoing – not
a one-time thing. Training isn't something you did. It’s something you do. It doesn't
always have to be a big training session. If you have a weekly meeting, take several
minutes to highlight customer service and share a tip.
2. Create the customer journey map. This is plotting out all of the touch-pointsthat the
customer has with your organization. This shows the obvious places where the customer
can form an impression, and where the opportunities are to make that impression a
Moment of Magic®.
3. When you are looking at the journey map, determine what goes on behind the scenes
that drives the experience at any particular touch-point. For example, a server at a
restaurant may take the customer’s order and five minutes later come back with the
food. There is a lot that happens behind the scenes to ensure that food comes out in a
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timely manner and is prepared the way it is meant to be. What are the friction points that
could hurt the front line touch-point? How can they be mitigated or even eliminated?
What can you do to enhance or make the frontline touch-point better?
4. Train people on how to deal with mistakes and complaints. It’s not a matter of if
you will ever have one of these Moments of Misery™, it’s when. The best companies
make mistakes and have complaints, but they have trained their people and have a
system that turns that Moment of Misery™ into a Moment of Magic®.
Don’t rely on chance or luck to make you successful. Be purposeful. Plan with detail.
A long term successful customer service initiative doesn't happen by accident.
Copyright ©MMXIV, Shep Hyken – www.Hyken.com
> Read more from Shep.

Want to know more about Guest Experiences in your church? Start a conversation with our
team. We're glad to offer our input. Your vision is at stake, so let's talk.
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