Provided by Kevin/Chuck Wheeler via WalkTheTalk.com.  Look for the book or article “Customer Love” at that link.
Let’s assume that each new person who walks in the front door of our church is a potential customer “of God”. 
The “Nordstrom Attitude” should be the “Our Church Attitude”.   
· Are you teaching the “how to” of customer service in each of your adult classrooms? These folks should be the change agents.   

· How do you expect the customer to be treated?   

· If you want the customer to keep shopping with you and only  you, how should he/she be treated when they are present?   

· Are they made to feel special without being singled out? 
· Does the customer know you care about them individually?  
· What actions need to be consistent every Sunday Morning? 

· Do you have what they are shopping for?  (or are you trying to sell them what you think they need?) 

 If all of these were true, what would/should Sunday Morning look like at our church?  Really think about this…..what should it look like?
 Once you know what it should look like, then  it becomes your “want to be condition”.  Everything each team member does from this day forward should be moving you toward your “want to be condition”.  If the things the team members are doing are not moving you toward this goal they need to stop doing them.  
 As it is in manufacturing….if you want to know what the current situation is you have to go where the parts are made and/or assembled and see for yourself.  We call this “Go and See”.  It’s the first step toward understanding the current situation in order to be effective at problem solving.  Talk to the people who do the work and ask them what they think.  
 “Go and See” what is going on in the community and what part the church is playing in that?  Or what part should the church be playing?
 Lots of questions….the answer, or at least the start lies in the article below.  
  
Excerpted from the Introduction of Customer Love

I’m a big fan of Nordstrom. My wife is a bigger fan! For many years we’ve been impressed with the “Nordstrom attitude” when it comes to serving their customers. A few years ago, we were in Nordstrom doing some last-minute Christmas shopping. As we were walking through the men’s department, an employee came out of nowhere and said, “Sir, wait right here, I’ll be right back.” I watched him run over to the next counter about 100 feet away, grab something and start running back. When he got back, he said, “Sir, I think you’ve been trying on sweaters.” I said, “How’d you know?” He said, “The back of your black shirt looks like it’s been snowed on, and it’s not snowing in here!” 

We both laughed and he proceeded to remove the fuzz with his lint roller. After about 10 seconds he said, “That’s it…you’re free to buy more stuff. I hope you and your wife have a wonderful Christmas!”

After spending about one hour in the store, we each had three Nordstrom bags, and as we were walking out the exit into the rest of the mall, another employee ran over and said, “Let me keep all these bags here while you do the rest of your shopping. They’ll be right here, just ask for me.” He introduced himself, as did we, and he handed me his card. 

About one hour later, with more packages from the mall, we came back. As we walked into the store, I saw the gentleman who had taken our bags walking toward us with a big smile, “Welcome back Mr. and Mrs. Anderson.” He then looked at our new shopping bags and said, “My goodness, you’re going to have a load. Can I help you take these bags to the car?” Now please understand, it’s Christmas, the store is full of people, it’s cold outside, the parking lot is full…and this gentleman is asking if he can help take our bags to the car! Even though I said “no thanks,” I knew his intentions were 100% sincere. I have to tell you the whole service experience on that day blew me away, but I’ve learned over the years, it’s business as usual at Nordstrom!

As the founder of Simple Truths, I’ve come to realize just how much people love great stories! Two years ago we published a little book titled The Simple Truths of Service: Inspired by Johnny the Bagger. The book was written by Ken Blanchard and Barbara Glanz about a young man with Down Syndrome whose actions changed the culture of the grocery store where he worked. The book has been purchased by thousands of companies to inspire their people to utilize their unique talents to serve from the heart. Feedback from around the world has been amazing!

That's what this book is all about. More great stories to inspire great service. Read them, have your team read them, talk about them together. In fact, you may be inspired to write your own Customer Love stories on the road to making your service culture all it can be. 

Never forget: Customer Service is not a department, it’s an attitude!
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