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The key is to set realistic customer expectations, and then not 

to just meet them, but to exceed them”      Richard Branson 

                       

 

 

 

1- You should always tell customers what you ________ and not 
what you __________. 

2- Customers don’t care what you_______ until you show them that 
you ___________.   

3- I always _________what customers say to ensure I got it right.  

4- The customer is always___________. 

5- I always let angry customers ________their anger then I have to 
__________all that anger. 

6- The first step to excellent customer service is________ and 

make_________. 

Fill the blanks with these clues: 

care, paraphrase, can do, smile, acknowledge, smile, vent, know, 

number one, cannot do 

 GUEST SERVICE QUOTE OF THE MONTH 

  

SEPTEMBER BIRTHDAYS 
 

Governor’s Square 

Amanda Crump 

 

                Meadowbrook Mall 

Corie Fetty 

 

Ridge Hill 

                     Carys Dixon 

 

           International Market Place 

                       Jon Dang 

 

           Orchard Town Center 

                     Cheryl Both 

 

 

   Notable Anniversaries 

         Chhaya Patel -6 years 

   Beverly Center 

 

  Welcome to the Team 

Noah Elgin is our new Director of 

Guest Relations in Hawaii’s 

International Market Place. Noah 

has over 14 years’ experience in 

Hospitality with Marriot and 

Hilton. He enjoys hiking, 

snorkeling, and most important- 

spending time with his daughter, 

Kohana. 

 

     

               

 Monthly Guest Service Quiz 



 

      

Frida Monsivais | Director of Concierge and Guest Experience at Beverly Center 

What did you do prior to joining the Infoplace team?   I have worked with Infoplace for almost 9 years (in 
October). Before I worked with Infoplace I was studying and working at a Hardware store.  

What do you enjoy most about working in Customer Service?   My favorite thing about working in Customer Service is 
the accomplished feeling of helping a guest create a memorable experience.  

What advice would you give to new team members?   My advice for new team members is to ask for help when 
necessary. Every center has different protocols and it is always easier to ask for clarification if one is not sure of a certain 
procedure. Teamwork is key!  

What motivates you?   My motivation remains in the day-to-day people I interact with. They keep me grounded and make 
my job interesting.  

What do you enjoy doing outside work when you aren’t assisting shoppers at Beverly Center?   I enjoy spending time 
with my family/friends, I dabble with painting/drawing, and I love to travel.  

Tell us one interesting thing about you:   One interesting thing about me is that I am the youngest female Latina leader in 
our center’s management team.  

Favorite Quote: “Nothing is permanent” –Dalai Lama 

 

 

With just 9 words, Delta Air Lines gave a MASTERCLASS in how to talk to customers, even when things go wrong, 

these simple words can help make them right. Please click on link and read this article. 

lhttps://www.inc.com/jason-aten/with-just-9-words-delta-air-lines-gave-a-masterclass-in-how-to-talk-to-customers.html 

The 9 words are…."making things right starts with making customers feel valued”. These 9 words are a good place to 

start in our day to day interactions with our guests even during difficult situations. Below are some tips to use these 9 

words with your guests: 

➢ Use their name - People love to hear their name and it personalizes the situation 
➢ Listen to them - Listening to our guests is one of the best ways to make guests feel you value them. Don’t make 

assumptions about your guests or their issues. While you may encounter similar problems or questions, approach 
every guest interaction as unique one and listen to their comments and concerns and respond accordingly. 

➢ Be empathic - Sincerely apologize. Don’t make excuses or try to prove the guest is wrong.  

➢ Consistency - Whenever you are dealing with someone new, there’s a fear of the unknown. Give your 

guests a great experience from start to finish. Guests will feel valued when they know they can count on 

you. 
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