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he weath e r is hot. Christmas 

scenes and baubles ar e ap pear ing 

in the shop windows an d the rock 

versio n of "ling le Bells " is playing. Yes, 

it's that t ime again summer · C h ristmas 

holidays - ho w is t hat reflec ted in you r 

business? To urists , children , hara ng ued 

ad ults. te enage rs! How do we pr epa re 

ou rselves and our regu la r c ustomers for 

the ne xt co uple o f mont hs? 

Ever y customer has a product 

ex pectat ion - but the ir ex pectations 

ex tend beyond t he prod uc t; rather 

it is how the pr oduct is delivered or 

packaged. In this case t he service is th e 

packagin g. The service they receive as a 

customer po ten t ia lly creates a memorable 

ex perience . Se rvice is more than just a 

'sm ile . please a nd a t hank you'. however. 

even these ba sics get ove r- looked 

es pecially wh en we' re busy. Here a re six 

savvy se rv ice t ips to help you and you r 

sta ff ge t th rough th is hectic pe riod . 
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Friendliness - attitude 
- G at her your staff togethe r to d iscuss 

how you're go ing to work to gether as a 

team over th is pe riod. Don't assume no ­

one ha s time-o ff schedu led. Ask no w, it's 

better 10 plan ah ead . Posit ive workplace 

beh aviour filters do wn from the owner / 

ma nager a nd their pla n n ing and act ion s. 

You may have the best coffee. food, 

beer o r beds in town bu t if the serv ice 

tha t goes with t he product is ind ifferent, 

u ncari ng or downrigh t rude nobody will 

remem ber the product - on ly t he feeling 

that departs and lingers wi th them. 

Access - Yummy mum m ies and 

th eir be aut ifu l prams shoul d be fitted 

w ith a reverse ligh t an d beepe r. T hese 

hurnu ngous co ntraptio ns can ta ke out 

chairs. tables and d iscon nec t the in te rn et 

con nect ion of your regul ar c ustomer in 

one ac t ion . During sum mer in par ticular 

the se con t rapt ions emerge wi t h the added 

bo nus of a t ired and hot to dd ler hanging 

o ff the side. W hat's wo rse is they us ua lly 

come in pa irs . 

You look at you r well -p lan ne d 

arrangeme nt of tables an d wonder ho w 

cou ld eve ryt h ing become so d iso rgan ised 

by just one cus tom er . Plan ahead . Look 

at the layout of you r tables. Is there a 

way that a pa t h can be cleared or an area 

se t to one side that wi ll not disrupt every 

othe r customer? 

Image - Over winter we hav e the 

tendency to co ver up with layers of 

clot h ing and enjoy lovely hot foods 

to keep us warm . \V hen it comes to 

sum mer the clothing com es off but 

there ma ybe a few add it iona l bu mps that 

wer en 't t here last su mmer so th e unifo r m 

is a little uncomfort abl e. W hat fitted you 

last year now rides up you r side as you 

lean over to clean the tables o r stretch 

for the coffee bean s a nd a ro ll of wh it e 

flesh oozes ou t ove r the top of the a lre ady 

st retched-to -capacity wa istl ine of yo ur 

wo rk pan ts. 

The 'm uffi n to p' an d 'plumbers crack ' 

are t u rn offs , How can you po ssibly 

expect to se ll those delicious cakes 

displayed so beaut ifully when it looks like 

you have sa m pled eac h of t hem? M aybe 

it's time far a size chec k. perhaps even 

a new colour o r styl e to fresh en up for 

summer. Ca p ri pants with three-quar ter 

sleeve shirts loo k fres h and provide 

excellent coverage. so you can try each of 

those cakes . 

Be prepared - As every good Gir l 

Guide and Sco ut knows, being prepa red 

is what it's a ll about. At th is t ime of year 

you need to have ba ck-up stock. So ma ny 

suppl iers close over Ch ri tmas/Ianuary 
so make su re you have plan ned ah ea d. 

Keep your menu up dated with what is 

ava ilable. If you don't ha ve it or ca n't 

guaran tee it. t ake it o ff the menu , 

Environment - Sp ring clea n. If 

you haven't do ne it yet , get cracki ng now. 

Have a good look a round and undert ake 

any minor repa irs, the rocky tables 

levell ed by a folded na pk in or coast er , 

splintered woo den chairs, ch ipped 

crockery. Remove an d repl ace . 

C h rist ma s baubles gat her d ust and 

spide rs ju st seem to love sp inn ing webs 

from one piece of tin sel to th e next. so 

keep th em well dus ted and wiped with a 

war m clo th . T here is nothin g worse th an 

customers loo king at greasy dus t 011 a 

once shi ny bauble . 

Add value through your 
service - Don't rely on the loyall y 

card. Be loyal to you r cus to mers by 

provid ing co n sistent . outs tand ing 

cust omer service and they will be loyal 

to you. 

Keep you r staff enthused . Remembe r 

a sm ile an d a cheer y word impacts on 

everyone es pecially the ha rangued 

mother or the stressed businessmen an d 

women . 

T h is is a time of laughter. joy. love and 

a reflect ion of the pa st and t he coming 

yea r. Make th is summer a summer to 

remember for you, your busi ness and 

your cust o mers. Remem ber th e customer 

is kin g. 

M ichelle Pascoe is an internatio nal 

trainer and speaker. Her compan y 

O.O.P.S. is a leading expert ill the 

hospitality industry. For m ore 

in/ ormation go to www.oops.net.au or )'011 

can reach her at michelle@oops.llct.all 
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