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Standards and Expectations
Insert your company specific information here.
Company X has specific standards and expectations that represent the company mission and values.
These standards and expectations are listed below.
Example:
Profit (Suggested)
•
•
•
•
•
•
•

Sales and labor projections musts be completed and approved one week in advance.
Labor scheduling will adhere to the suggested labor matrix.
Employee schedules must be posted at least one week in advance.
The office safe and back door must be kept locked and alarmed at all times.
All required paper work (Payroll, I-9’s, etc) must be correctly and accurately completed.
100% documented cash handling procedures from customer to bank.
100% integrity in all financial reporting.

Marketing (Suggested)
•
•
•
•

Countertop POP must be current and correctly displayed.
Comment cards must be available and displayed.
All marketing and branded materials must be pre-approved by Company X corporate
headquarters.
A local store marketing plan must be in place and carried out by the management team.
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Team (Suggested)
•
•
•
•
•
•
•

Every new employee must receive a complete orientation by the General Manager.
All training guides and materials must be kept updated and in good condition.
All employees must be trained using current company training programs and training
guides.
Talented, friendly, employees should be proactively recruited and hired.
All employees should receive a performance review at least every six months.
Safety meetings must be held monthly with all employees.
A management team meeting should take place weekly to ensure good communication.

Service (Suggested)
•
•
•
•
•

•
•
•

Every customer should be greeted with a “genuine” smile.
A employee must always be at the counter.
Every customer must be greeted as they approach the counter.
Customer requirements must be fulfilled quickly and enthusiastically with a “Yes I Can”
attitude.
The phone must be answered in three rings or less with the following, proper Company
X greeting:
 “Good morning (afternoon or evening). Thank you for calling the Company X
(state your site location). This is (state your name) speaking. How can I help you?”
Cashiers must be knowledgeable of the products and promptly ring up the customer’s
purchase.
The customer should be thanked with a smile upon order completion and order pick-up.
Every customer will receive an exit greeting.
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CUSTOMER SERVICE
Overview
Customer service, and in particular, customer satisfaction, begins with YOU, the Company X
manager. A customer is someone who comes into a business, makes a purchase and leaves. A
satisfied customer is someone who is a “visiting participant” in the business. A satisfied customer is
welcomed warmly and enthusiastically, interacts with employees on the job, and enjoys the products
offered.
This positive interaction with your customers is critical to the success of your business. You want
the customer to tell their friends about the warm reception and good service. It is five times more
costly to attract a new customer than it is to keep an existing one. Therefore, it is in your best
interest to focus your attention on customer service. However, creating this kind of customer
excitement and loyalty can be a challenge.
This section will focus on some things that you can do as a manager to consistently provide
extraordinary customer service while effectively solving problems with your customers and
employees.
Customer Interaction
Insert your company specific information here.
First Impressions are Lasting Impressions.
The first impression a customer has of your business is critical. This means that the counters
and front area must be clean and inviting; the product must be displayed in a pleasing way;
and all employees must enthusiastically respond to the customer using complete sentences.
As a manager, make sure you or your employees NEVER:
• Ignore customers
• Rush a customer who wants to linger
• Keep customers waiting without acknowledgement
• Allow unsanitary conditions anywhere in our stores
• Behave indifferently or rudely to a customer
• Provide less than your best
• In addition, a customer should always feel comfortable when he or she makes a
complaint.
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Handling Customer Complaints
Insert your company specific information here.
Customers generally complain for five basic reasons:
• The customer is confused or overwhelmed.
• The customer feels ignored.
• The customer feels embarrassed.
• The customer has been treated poorly in the past.
• The customer has waited too long for service.

1 = 12x
Word of Mouth is very Powerful!
In the past, studies have shown that if one customer was dissatisfied with the service he or
she received, the customer would tell approximately 12 other people. Today, because of
high-tech electronic communication, that same dissatisfied customer can communicate to
thousands of people.
• 62% of dissatisfied customers will never complain.
• 15% of all customers who do complain will never buy again from the business that
offended them.
• The average happy customer will tell 2-3 people about their experience.
• The average unhappy customer will remember the incident for 10-12 years.
The first step to better customer service is, of course, to provide outstanding service and products.
However, in the real world there will be times when a customer does complain. This is a golden
opportunity for you and your team to leave a lasting positive impression with the customer by
addressing the complaint in a timely and professional manner.
“A great business doesn’t distinguish itself by how few mistakes it makes, but by how well they
handle those mistakes.” For every customer who does take the time to complain, there are five
more who chose not to take the time to complain.
The way in which these complaints are handled can solidify a continuing relationship with that
customer. Review the process for handling complaints on the following pages so that you will be
able to share it with your team.
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PERFORMANCE MANAGEMENT (EXAMPLE)
Note: The Human Resources processes, policies, and procedures provided in this manual are to be considered
“recommendations.” The contents of this manual may not be applicable to your Human Resource
circumstances, but are illustrative of acceptable business principles. Before implementing any of these
processes, policies, and procedures in your organization, seek legal counsel.
Overview
As a Company X manager, you will have many opportunities to coach and counsel others. Your
comfort level with this necessary management skill is critical to the quality of the relationships you
build in your business.
Coaching a willing, enthusiastic employee is not a challenge for most managers. However, coaching
unsatisfactory performance is the real challenge. Today’s workforce offers many challenges to
managers in our industry -- limited use of the English language, shorter attention span, competition
from other employers, and lack of loyalty to name a few. Motivating your team to maximize
performance is a real challenge in today’s businesses.
This chapter focuses on assessing and improving performance. You will first be introduced to a
performance management process. In this chapter you will find information to:
• Coach, problem-solve, and improve the performance of your team
• Provide feedback
• Motivate employees

Performance Assessment Cycle
Insert your company specific information here.
The graphic to the right shows five steps to the performance management
process.
During the course of your daily tasks as a Company X manager, you will be using all or part of this
process.
Share: Communicate Your Expectations with Employees
Familiarize employees with what they will be required to know. Provide opportunities for
them to not only “hear” but “see” it as well.
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