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“People do not care how much you know until they 
know how much you care." - Teddy Roosevelt 

I like this quote because it relates very well to guest service. I find it 
inspiring because it is a simple reminder that we all need to listen more 
than we talk, show empathy and try to look at the situation from the 
guest’s perspective. The goal is not to wear them down or impress 
them with our smarts. The goal is to solve the problem and make the 
guest happy. 

CUSTOMER SERVICE TIPS: 

1. Maintain eye contact when the customer is speaking. 

Eye contact lets a customer know that you're listening to what they're 

saying. By maintaining eye contact when the customer is speaking, it 

tells them that you're paying attention to their story and recognizing 

the significance of their question or issue. 

2. Smile 

While you interact with your customer, let your smile be genuine. 
Customers will be drawn to you if they see you as being positive, 
friendly and approachable. It says that you are ready and willing to go 
the extra mile.  

3. Active listening 

Active listening in customer service means being totally focused on 
the words that the customer is saying, understanding what those words 
mean and responding in a manner that validates what they are saying. 

 

 

 

 GUEST SERVICE QUOTE OF THE MONTH 

 

JULY BIRTHDAYS 
 

Governors Square 
Ron Surbrug 

 
South Hill 

Alex Horen 
 

Meadowbrook 
Leah Cunningham 

Carol Hall 
 

Kentucky Oaks 
Peggy Barnes 

 
Wiregrass 

Bibin Abraham 
David Waite 

 
Ridge Hill 

Brijian Levesque 
 

International Marketplace 
Megumi Kim 

 
Dolphin Mall 

Angel Gil 
 

Supervisors 
David Boling 
Nicolle Azar 

 

 



 

   Here are just two of the many wonderful answers for the “Make My Day” question 

Answer: There was a customer who had come in last week to rent a scooter. He was parlayed from the hip down. He came 
in with a wheelchair but wanted a break from pushing it around. There was one issue though… He couldn’t get into the 
scooter by himself. so, I help him position the wheelchair and his body with the scooter chair turned towards him and we 
worked together to get in the scooter he was upset at first that he couldn’t lift his body that high he started to give up with 
frustration. I got down on my knee looked him in the eye and said YOU GOT THIS! …with one hand on my shoulder he 
pushed himself up and got right into the scooter! I looked up and he was tearing up. I said see! If you put your mind to it, 
you can do it! His mother drove him here to the mall. He wanted to get her something for her birthday and he was able to 
do that. He went to Pandora and got her a charm for her bracelet (it was beautiful) He also went to Kona Grill and got 
some sushi and soup. He asked me to tie his food onto the back of his wheelchair when he was ready to leave. After he 
left and came back in with his mother who gave me a big hug and she thanked me. She said that she will forever be a 
customer here due to the customer service her son received. This made my day.  -Melissa at UTC. 

Answer: A guest called and asked if someone had turned in a checkbook to the lost and found.  I checked our inventory 
and unfortunately, we didn't have it.  I asked where she thought she'd lost it and she told me that she was sitting on a 
bench in front of JCPenney's and she thought she may have left it sitting on the bench beside her.  I got her phone number 
and walked as fast as I could to the benches.  As I approached the area, I could see something sitting in the middle of one 
of the benches.  It was her checkbook!  I made my way back to the booth and called her right away.  She verified the 
name and address on her checks and was on her way to pick them up.  She was extremely grateful for my quick response 
and also thankful that no one had the opportunity to use her checkbook before I found it!  - Jamie at OTC 

June Question of the week winners….Jessica Gonzalez, Corrie Fetty, Nichola Wylie, and Josephine Camstra   

 

 

   

Eye contact is very important so this month’s puzzle is all about eyes. Can you identify which animals these 
eyes belong to? 

                

                        

 

          

                   PUZZLE OF THE MONTH 


