John Nickles has spent over 15 years serving clients in the retail and trade industry and has developed a keen sense of how to meet clients expectations. Streamlining systems, trouble shooting, He brings extensive retail, management, customer service, sales skills and training experience to the table and is eager to put them to good use. 

Introduction.

When I first got the idea to write this book, I thought, “That's such a silly idea! Why would I do something like that?” and in some ways that’s exactly the reason why I decided to do it. To overcome my own censor that tells me I can't do it. I consider this book my personal medal against inactivity; a small, token act in the face of a universe that I’m not sure knows I’m here. 

This book is for the new hire that is just starting their brand new job and needs a hand to guide them so they can develop their own approach to the workplace. It is for the executive to provoke new thoughts and new techniques in order to help maintain the level of leadership his or her company has come to expect and their client base to depend on. It is for the lifer, the long termer who is looking for some new inspiration to disprove the notion that one outlives their efficiency and possibly, their necessity after several years of continuous employment. 

This book is for everyone who serves anyone and anyone who is served, in short it is for all of us in one capacity or another so that we may better serve each other and improve the quality of our collective experience for our short, shared time here together. Life marches on quickly, lets make it worthwhile.  

Check your baggage.

Service is not about you. And I want to repeat that. Service is not about you. In order to give the best, most positive service, it is critical to not bring any of your own negativity to the workplace. All of us have bad days. The client not only doesn’t care that we’ve had a bad day, the actually do not need to know how our day has gone or is going, even if they ask. Let’s say a client says “How’s your day been?” and you respond “My mother died.” Or “I saw someone murdered.” Or “My paycheck was lower than I was expecting.” Any of these topics would be considered inappropriate in a service scenario. Do not bring your own emotional baggage into the service experience. All of them would be appropriate if talking to your friends or confidantes and some clients may even branch over into that area for you. That is for you to decide, but for general clients, it is simply not acceptable as conversation. In general, all personal conversation or banter between coworkers should cease the moment a client enters the equation. All focus and attention should be on the client, their needs and their questions. 

If you are having difficulty with life or with your boss or a coworker or even with your computer and you are stressing out and acting out about it, you need to remove yourself from the service equation. You must be ready to provide service and in order to do so, 
it is essential to maintain almost a shield of professionalism that comes between you and the client at all times. Serving by its very nature is about something outside of your self. 

How many times have you been somewhere when a customer is so irate they start cursing at the cashier or cursing at the very employee that is supposed to be helping them? More often than you should have, I would guess. With a client’s growing frustration, and we’ll get to listening to the client, the employee, should never consider an angry client’s ranting as a personal attack. Insults from a client should never penetrate your protective wall of professionalism. It may be very difficult not to let a client’s anger get to you but it is not our job to insult the client, curse at the client or let the client “know who they are.”
That is not to say that in service we are punching bags for the client. If a client curses, depending on the circumstance, it may be appropriate to say “Please let’s not bring curses into this.” Or “Please do not speak to me that way.”  It is okay to ask for some personal space in a heated conversation but not in a commanding tone. Be as pleasant as possible, direct and sincere.

Natural organization, sets/subsets. Only as organized as your back stock.

Product knowledge-letting the sale go Listen to the client. Know when to let the client lead the sale and when to lead the sale.

Letter to supervisors; listen to underlings

Letter to underlings; Listen To Your Supervisors!
Listen to your boss. Your job is to do what the boss wants you to do. This is another one of those very simple yet very hard to follow rules. Remember that this is an agreement. You have agreed to be hired here and provide the best service to the best of your abilities. 
I like to think that my job is making my boss’ job easier. When a customer asks for a manager, see if you can field their question maybe you can.

There’s the door…
If you have decided that the place of employment is unprofessional or does not in some meet you needs then you may are free to leave, but remember just because a place where you may be employed is unprofessional, that does not create and environment for you to be unprofessional in. it is your duty to yourself to leave your job in a professional manner which means, that’s right, 2 weeks. You are to give at a minimum a 2 week notice before you decide to leave your current employer. It should be in writing, short and sweet; I (your name here) hereby give notice of my resignation effective, (date-2 weeks from today) that’s it, that’s all you have to do to not burn a bridge. It may not seem like saving now but in the distant future you may need to return to this relationship and it may sway someone’s decision in your favor or not. The more responsibility you have the more notice you have to give. If you are a manager 4 weeks is expected. A head of a company may give 3 months notice or more. The President of the United States gives 4 years notice, at least when he starts his second term.
Listen to the customer:

When a customer asks for a manager, it may be because they are tired of trying to find competent help and they are looking for someone, anyone who actually knows the product. That person will be you.
Sometimes the customer has been victimized by the company and they need a place to voice their grievances. They may pick you to start but if you have no authority to pull strings what can you really do for them? It may be that they will be better served by talking to someone who can really help them. That’s a call you will have to make. At the onset of this interaction its important not to interrupt them if possible. Be a good listener, have a sympathetic ear. At this moment you are the company, you are the representative of everything that’s gone wrong with their experience and by telling you they are telling the company. Your response is of utmost importance. It should be receptive and responsible. You are sorry that their experience was less than satisfactory. And although you may not be the best person to help them get this matter settled you know who is and you are going to take them to this person right now. You know how to solve their problem and you are going to take the time to get them the solution. Even if you are the janitor, or some other position that may not seem like the most important n the company, your response is what will set the client entire impression of how this company deals with their clients issues. 

Working now working forever
How does the store look when the lights are off and only the streetlights are streaming in?

You are only as organized as your backstock. Is your desk neat and your files indecipherable? Did you lose your pen somewhere deep down in your drawer and now can’t write?
This job is your job.
Have a proprietary sense. These are you wares. Imaging that the doors that open in the morning are your doors and the goods inside are the goods you’ve made and you should be proud to have such a wonderful area in which to present the goods your selling. If you don’t like what you are selling then you probably aren’t selling much if them. 
When I see a small piece of paper on the floor, I pick it up.

Your workplace should be spectacularly presentable. Every client’s experience should be the same, one of awe.

The Basics
Most of your transactions will be simple as pie. Let’s review the basics. You offer a product, which can be tangible like apples or diamonds or intangible like ideas or prestige. The client presents payment, you accept payment and provide the service, the correct change and a record of the transaction for the client, often called a receipt, and a copy for yourself, often called a ledger. These elements may seem obvious but you would be surprised how many transactions occur without some of these very key elements being presented.

Level of Expectation 
The goal is always to exceed your client’s expectations but it’s important to know the extent of your services. You should know what you expect from your services as well as what your client expects. If you only sell roast beef and your clients are only interested in pizza, the only result will be frustration on both ends. Most clients won’t have a level of expectation that you won’t be able to meet in fact if this is their first time purchasing your type of service they will have no frame of reference on which to set their level of expectation. That being said, experienced customers are jaded and cautious from previous experiences and are expecting about a 5 or a 6 in service if you supply them with a 7 they will be pleasantly surprised, if you supply an 8 they will be impressed, a 9 or 10 and they will not only be blown away but they will be customers for life and they will rave about you to their friends and family which in turn will generate more business. Some clients will have a level of expectation of an 11 when the highest we are going is 10! These clients have an unrealistic level of expectation (although they shouldn’t be told that) and they may never be pleased in any situation. It is important to know when to identify that and not get dragged into their world of dissatisfaction. Remember the protective wall of professionalism.  

Word Of Mouth, The Grapevine & Your Reputation. 
There a story that’s been told about a store that opens and a hundred customers come in every day. One of those customers has a bad experience in that store and then tells 4 of their friends, those four friends tell 4 of their friends and so on until that store has to close due to lost profits based on their reputation being dragged through the street. It may seem like an exaggeration but one client with an axe to grind can lead to immense consequences to your bottom line. Now again we are not talking about Mr. Neverpleased. 
Even his friends know to take him with a grain of salt but we are talking about everyone else. Every single customer or client that walks in that door. They need to have the same experience of outstanding service that everyone before them and after them has had. Whether you are selling the bedroom suite or just the pillow case, each experience should be one of awe.

Problem customers. 
20 % of clients take up 80% of your time.
It’s easy to hate people. More challenging to try to accept them and solve their problem 

Sparkling displays.

Cleaning. When re-doing a display area on a linoleum or tile floor, always remove everything from the area and first sweep it or vacuum or both to remove all the dust and then Windex or mop the entire area. Some schools of Feng Shui recommend wiping down an entire area with rubbing alcohol before replacing any item therein. I think a mild soap and water solution should suffice. Remember not to leave any liquid residue. It will stain and may be a tripping hazard. 

If repainting, re paint the entire area lay down a [plastic drop cloth and carefully scrape away any peeling paint. Protect your eyes with protective glasses and be careful not to gouge deeper into the wall. Keep the edge of the scraper on the wall and the handle about two inches from the wall. That way the angle won’t be too severe and should keep you from gouging into the wall.

Once the entire area has been prepared, then you may place or replace any items you 

wish. The effects of cleaning the area are especially evident when replacing the original items. The new display should visually bounce off the wall with a crispness. Watch how your regular customers notice these “new items”.
When displaying things against a wall, items should not be actually touching the wall.

Leave a little breathing room behind the item. Use the 2 finger rule for larger pieces, 1 finger for smaller pieces. you should be able to get two fingers behind the piece so you can move it away form the wall if you have to. 

Sending the wrong message: 

Don’t send mixed messages: for instance, do not decide to incorporate a policy that you do not want to promote or do not wish clients to know about. It sends the wrong message to your associates. It tells the associates that you are okay frustrating the clients and then, only if they become completely furious, will you bend your policy to suit their needs. Its almost as if your policy is: we like to enrage our clients.
Proofread your outgoing messages i.e. newsletters if you send out a newsletter or a memo or even an email. If you send out a communication with errors on it, you are actually telling everyone who reads that communication that you didn’t care enough to take the time to proofread it for errors. When associates see that, they feel that you didn’t care enough to take time for them, or to take the time to clearly communicate to them. They think they don’t matter, that’s what you’re saying when you send out a simple email with mistakes on it. 

Leave no trace: 

Clean up after yourself. Even when cleaning. If you are wiping down an area, mopping, vacuuming or using a ladder, the minute you get called away, even if your intent is to return to that activity, put your devices away. You don’t know how long you will be called away for. You may not even be able to return that day. Pack up our stuff to nice tidy bundle and then leave it there as to not create a tripping hazard or a safety violation. Surprise fire department inspections may leave you with some hefty fines. 

Every Second Counts!
I was always impressed by a story I heard about John Rockefeller when he owned Standard Oil. The oil would be shipped in barrels all over the country and one day Mr. Rockefeller came to visit the place where the barrels were constructed. The barrels at that time were being constructed with wood and nails. 25 nails to be exact and he asked “Couldn’t they be done with 24?” people thought him strange to say that but yes indeed they could use 24 nails instead of 25 and with that simple question he wound up cutting down on production costs by millions of dollars across the board. The point is, especially when we are doing repetitive manual labor, focus on speed. Memorize the motions that need to occur to get the task done and practice them as fast as possible. I always felt that there were things that had to be done and there were things that I wanted to be done. By focusing on speed and completing the things sooner that had to be done, it left me with more time to focus on the things that I wanted to be done.
