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Facilitator Guide

Letter from the President

Thank you for selecting this VisionPoint program to meet your training negds.
This program has been used and approved by trainers and organizations in sever@l
industries and has been updated to reflect current laws, best practices and trends in the

workplace.

labl

to you at www.visionpoint.com. Resources are updated and ¢ eck

back while preparing for any new training session.

Were here to support you thgh the entireftra
| .

have any questions before, during

P4

Laura E. Bernstein
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Johnny the Bagger

Program Overview

This program inspires and motivates employees to provide exceptional service to

both your internal and external customers. The program emphasizes the

opportunity that all employees have to create a positive, memorabl
for their customers by making personal connectio bh them an

service from the heart.

company meeting in whjd f.can you do, whatever your job

is, to make the customer fee ¢ began adding his special touch (his

“personal signature’)/tq his

These matesials aredntended for.preview purpases qnly. ;
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Facilitator Guide

Program Benefits

Here are the benefits this program can deliver for your employees and for your

organization:

For everyone:

e Increased personal motivation /\
e Improved productivity /’\
e Increased ability to provide exceptional customer se

e Greater personal pride in their work

For the organization: O
e Increased customer excitement
e Increased customer loyalt

e Improved employee and team

o Imp/rh\v d employee\r ion

+ Thesesmatesiglsareintended Sor preview.purpeses anly.
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Johnny the Bagger

How to Use this Training Kit

This training kit is designed to provide all the information and matérials you

need to conduct an effective training session.

The complete package includes:

1. This Facilitator Guide

2. Facilitator Resources, which contain optional activiti
and additional suggestions to assist facilita

available as online resources®

5. DVD**

4. VHS video — ]ohno the Bagger: A True Story

e Johnny the Bagger: A
o Service from the/l

e (Content Expert|i

~N O

0 4c

SO

fyou do not see this program title listed, please contact trainer@visionpoint.com.

**These items included in the Complete Kit only (not the Basic Kit).

These materials.aredntended for.preview prrposes anly. ,
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Facilitator Guide

If you are an experienced training professional, use this guide as a starting point
as you prepare for training, and be sure to insert your own style, experienceand
examples into the session. If you are new to training or the program content,
follow the step-by-step instructions, and use the scripted language to help|you

stay focused on the key points and facilitate an effective session.

as in th

program are universal and can be adopted by any organization in any industry,

you may want to use some of the pptional activities ' from the

program to your specific organization. Esti : t each agenda

more participants, it is importand] i6w|eg 1ragenda and decide

how to best modify discussions an iti accommodate your group size.

Ther

wa) approach setting up and positioning

activ rovides best practices, based on trainer review and general

mark 5.[Shouldyou have any questions about how to best conduct a

parti
rM hel

Traix pline at 8oo-300-8880 x302 or trainer@visionpoint.com.

Visio ‘s master trainers and TrainerSelect™ team are happy to answer

questipns, share ideas and help customize materials.

s Thesematerinlsarnintended far preview.purnasss anly.
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Facilitator Guide

Overview of Agenda

This Facilitator Guide provides step-by-step instructions for a 9go-minute

program.

Resources. O

« Thesemakesialsaneintended for preview.purpasss anly.
Use for training is stricthypsrotibsited:errodvees



Facilitator Guide

Agenda for 90-Minute Program

This Facilitator Guide provides step-by-step instructions for a go-minute agenda.
This agenda introduces key concepts through video and provides time for

reflection and discussion. All needed participant materials are in the form of

AP

handouts, which can be found in the Facilitator Resources.

Step | Item / Tim.

#1 Arrival of Participants || N/A

#2 Getting Started 10 mjnutes

#3 Getting Focused 10 minutes

#4, | Johnny the Bagger: A True Story of Cust 30 :#if\utes
Service (Video and Discussion) ﬁ

#o Delivering Service tr/bm the H/\arf l | | 30 Mindtes
#6 Wrap up the Session 2\ || [ |]] | [\o/nfinuftes

T ﬁ S 1v tﬁ Tlme:\gyﬂ\inutes

acilitator Note~Y extendyour m by using optional
1(’!4‘»\1’( es found in th ilipaton Regources.

o 1hegsematerinlsaraintended for preview.purpasss anly.
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Johnny the Bagger

Step 1

Time it takes:

What it is about:

What you will need:

How to do it:

X

-

Welcome to Training!

Johnny the Bagger
A True Story of
Customer Service

90-Minute Program
Arrival of Participants

From the time you show up
program

until you sta

e Markers
e Name tents

e PowerPoint Slide|#
Note below)

te: If you would prefer not to use
es for this program, consider preparing
ance with the information from the

Get there first! This demonstrates organization
and excitement—and sets a good example. Be
sure the room is set up, the equipment works

and everything is arranged the way you want it.

2. Display Slide #1 on the screen and/or begin
playing the video 15 minutes prior to the

session start time.

These matesiols aredntended forpreview purpases qnly. .
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Facilitator Guide

3. Greet participants as they enter the room.

4. Ask each participant to use a marker to write
his/her name on a name tent (both sides) in
letters that are big enough for everyone to read.

[Facilitator Note: If you want to extend your
program, consider using the Video Actitity for

Service from the Heart at this po ee\Facilitator
Resources). You can also use this ity i) Step 2

(See Facilitator Note after # 5 i S

»» Thgseomateriglsareintended sarpreriew.purnasss aply.
Use for training is stri¢thygsrotibsitéd:errode<



Johnny the Bagger

Step 2

Time it takes:

What it is about:

What you will need:

How to do it:

%

I

90-Minute Program
Getting Started

10 minutes

Introducing the topic, pro logistics and each
other /\

e Flipchart

fP-N
S©] \v &4

E/C’LE finfiti on

ipchart page (See definitions on

e Ground Rules flipchart page|(
page 9 of this Facilitator G

e}
o

aQ
D

Ne)
o
Y
=
o
Q
=)
j)
o~
o
=
D
~
=%
ISN]

ourself in whatever way you think is

and welcoming.

session logistics, including:
How long the session will take
e When there will be breaks

e Where the restrooms and emergency exits
are located

e Ground Rules

e Parking Lot

3. Introduce the program by saying: Today you're
going to participate in a program that focuses

on how we can provide exceptional service to

These matesiols aredntended forpreview purpases nly. .
This page de s 4@ttty is strictly prohibited.



Facilitator Guide

our customers. Exceptional service happens
when it comes from the heart of each of us.
And anyone, no matter who they are or what
they do in our organization, can make a

difference.

-y 5. Display

Introductions

> Your name

> Your job responsibilities y ][' _n_ cl
»One way that people in organizations can
deliver exceptional customer service

/‘\ livex exce
D stomers+both internal and external.

ecord participants’ responses on a flipchart.

Facilitator Note: If you want to extend your
program, consider using the supplemental Video
Actiyity for Service from the Heart at this point (see
Facilitator Resources). Introduce the activity by
saying: The video we watched at the beginning of
the program mentions that excellent service comes
from the heart. Then facilitate the activity using the
instructions starting in #3 of the activity. |

.4 These.materiglsareintended sor preview.purnasss aoly.
Use for training is stricthypsrotibsited:errodvees



Johnny the Bagger

90-Minute Program
Getting Focused

Step 3

Time it takes: 10 minutes

actives and

dle

What it is about: Introducing the learning ob)j
participants will experjience a

What you will need: o

How to do it:

experience]

2. Summarize participants’ responses by saying:
There are many businesses that provide
similar products or services, but we patronize

certain businesses more often than others

because of the way they make us feel when we

do so. These organizations make us feel good
about doing business with them because they

create a positive and memorable experience

These matesiols gredntended forpreview purpases anly. .,
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Facilitator Guide

for us whenever we go there.

3. Continue the discussion by asking: When you

Y

patronize these businesses, what causes you

to have these positive feelings?

[Possible Responses: the employees thank me

= 4. Referfto approp ie'

connections—rather than business-to-
person connections.

[Facilitator Note: If you want to extend your
session, consider using Optional Activity 1in the
Facilitator Resources at this point. ]

5. Continue the discussion by asking: Is this kind

of good service something someone can fake?
In other words, can someone create a positive

and memorable experience for a customer if

s These.materiglsaneintended sar preview.purnasss Aoly.
Use for training is stricthypsrotibsited:errodvees



Johnny the Bagger

S 90-Minute Program
tep 4 Video and Discussion

Time it takes: 30 minutes

What it is about: Introducing the concept that exceptional|customer

person connections)
the-heart service ca

What you will need:

How to do it:

e aremarkable true story about a young

man named Johnny who changes the culture

of a business—a grocery store, to be exact—hy

being creative and giving customers more

than they expect.

2. Show the video through to the conclusion of the
@ main program.

——— [Facilitator Note: Stop the video when the screen
fades to black and just prior to the graphic, “A
Final Thought From Barbara Glanz.” You will use
this final message from Barbara at the conclusion

These matesiols gredntended forpreview purpases anly. s
This page de s 4@ttty is strictly prohibited.




Facilitator Guide

of your session. |

3. Review the video and ask: What are your
reactions to/comments about the video?
What are your feelings about what you just

saw?

[ms siblé Res sas: he felt as if he couldn’t
i e wasn't sure what he could

5.| Confinue the discussion by asking: What

etours or obstacles did he face along the
way?

[Possible Responses: indifference; self-doubt;
skepticism from coworkers; lack of response
from his neighbor; lack of support or
understanding from his boss]

6. Continue the discussion by asking: Where was

Johnny at the end of his journey? What were

s Thesematesinlsaue.intended for preview.purpesss anly.
Use for training is stricthypsrotibsited:errodvees



Johnny the Bagger

Step 5

Time it takes:

What it is about:

What you will need:

How to do it:

90-Minute Program
Delivering Service from the Heart

30 minutes

Discussing specific mirdsets\and actions
providing from-the-heatt se ice/\
e Flipchart

A

e Handouts #1—2
e PowerPoint Slides #

ecific mindsets

‘e(uires three steps.

2. Display Slide #5. Say: The first step you can

take to “be a Johnny” and provide service
from the heart is to believe you can make a
difference. In other words, develop the
mindset that you really can make a
difference— because you can, just like Johnny
did in his organization. The second step is to

convert the mindset into action and actually

These matesiols aredntended for.preview purpeses qnly. .,
This page de s 4@ttty is strictly prohibited.



Facilitator Guide

choose to make a difference. Don’t just think
you can make a difference—make the choice
to create personal connections with

customers and memorable experiences every

time you interact with them. Thelast step is

work.

s all your own. You see it whenever you

Lyour name to a document—a letter, a
check, a credit card receipt. It’s personal and

unique. No one else has a signature quite like

yours. In the same way, a “personal

signature” at work is unique. Itisn’t

something you select from a list in our
employee handbook. It’s actually something

personal and unique, something no one else

« Thesemateriglsanedotended fat preview.purnasss Aoly.
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Johnny the Bagger

t 6 90-Minute Program
S ep Wrap up the Session

Time it takes: 10 minutes

What it is about: Formulating a plan of a¢tion and evaluating th

What you will need: o Applied Learning Workbook\f participant
(optional)

e Handout #3

e Program Evaluatiop|forms|(fo in Onlin

sory of

How to do it:

@

session by saying:

onclude, let’s take alook at the

it? Are there any additional questions that

need to be addressed? [Answer any

questions. ]

2. Refer participants to their materials, Focus on

the Future and Suggested Actions, Handout #3.

Briefly describe the purpose and contents of

the material, and ask them to complete the

Focus on the Future form. [Allow five minutes. |

These matesiols gredntended forpreview purpases anly. .,
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Facilitator Guide

3. Askparticipants if any of them are willing to
share their plans from the Focus on the Future
form or any highlights of what they have

learned today.

u think. I encourage everyone to make a

/\\ D i\t ent to go through one exercise each

eek! I think you’ll be amazed at what you

earn about yourself and your customers.

5. Hand out the Program Evaluation forms and say:

Your evaluation of this program is very

important. Please be specific about what you

liked, what you didn’t like and how this

program could be improved.

«» Thesemateriglsanedotended sat preview.purnasss Aoly.
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