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Why Am I Here?

� 20 Years in Restaurants and Clubs
� Private Independent Country Clubs
� Darden Restaurants

ClubCorp� ClubCorp

� Teaching at PSU for 12 years
� Business Strategy
� Restaurant Operations
� Service Excellence

� Institutional Clients



Why Are You Here?



Nutrition vs. Hospitality

How are they different?
How are they alike?

Let’s challenge the 
conventional way of thinking!



Who is your customer?

� Do they appreciate good service?

� How are they changing?



Do you have anything in common 
with a club manager?



� THE PRIMARY JOB of club managers 
is to provide club members with a 
positive experience every time they 
come to the clubcome to the club

� I would challenge you that this is your 
mission as well!  Do you agree?



Extraordinary Service

� This is what differentiates facilities!

� More than just a smile and 
remembering names.  It is an remembering names.  It is an 
ATTITUDE.



ServiceService

� Is defined as “all features, acts, and 
information that augment the customer’s 
ability to realize the potential value of a 
core product or service.”core product or service.”

� Perception vs. Expectation



Benefits of 
Excellent Service

� Customer Satisfaction
� Customer Retention
� Increased Participation

� Increased Profitability



The Service Triangle

The 
Service 
Strategy

The 
Customer

The 
StaffThe 

Systems



Three Features of Three Features of 
Outstanding ServiceOutstanding Service

� A well conceived strategy for service

� Customer-oriented frontline people.

� Customer-friendly systems



Seven Sins of Service 

� Apathy
� Brushing off Members
� Coldness
� Condescension
� Robotism
� Too Bound to the Rule Book
� Giving Members the Runaround



Turn the Sins Around 
for World Class Service
� Attentiveness
� Courtesy
� Listening
� Responsiveness
� Competence
� Follow-through
� Going above and beyond



What Makes This So Hard?

� Service is intangible
� Customer consumes the service at the 

same time it is being produced
Service cannot be inventoried� Service cannot be inventoried

� The customer is a participant in service
� Service is inconsistent by its nature



What Makes it Even Harder?What Makes it Even Harder?
� All customer opinions about service are 

based  upon the service encounters or
MOMENTS OF TRUTH!

� Strategies used to control these encounters 
include:
� Empower employees
� Delegate authority
� Provide appropriate technology and equipment
� Treat employees like important customers and 

reward employee efforts



Champion Service Providers :

� Have the basics down pat
� Believe that quality drives profit
� Know their customers
� Focus on “moments of truth”
� “Whatever it takes” attitude
� Recover skillfully from blunders
� See management as a supporter



Champion Service Providers:

� Understand that service happens inside 
and outside the facility

� Care about their employees
Are perpetually unsatisfied with their � Are perpetually unsatisfied with their 
performance



Idea Sharing

� What examples of great service are 
you currently using to build fans of 
your facility?your facility?



Service Leadership and VisionService Leadership and Vision
� Identify the foundational values of the 

organization. 
� Develop an overall mission statement based 

on these foundational values.on these foundational values.
� Communicate the mission statement to all 

stakeholders.
� Plan for service excellence.
� Develop a service delivery system that serves 

both internal and external customers.
� Support, finance and champion all that is 

necessary.



Service Based on Service Based on 
Identifying Identifying Customer Customer NeedsNeeds
� Suggestion Boxes/Comment Cards

� “Hey Jack”

� Focus Groups
� “Have a Plan”� “Have a Plan”

� Customer Need Surveys
� Perceptions, Test Changes, Influence

� Informal discussions with customer
� LISTEN!



Why Do This? -Service Quality
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The Key to Good The Key to Good Service: Service: 
Avoiding Avoiding GapsGaps
� A Service Gap is a difference between 

customer expectations and staff performance.
� Reasons for service gaps.

� The facility does not take a proactive stance in 
meeting the needs of its customers.  Watch meeting the needs of its customers.  Watch 
complacent staff.

� The facility has mistakenly developed the wrong 
service-quality standards.  -Outdated

� There is a difference between service 
specifications and the actual service delivery.  -
Training/Involve Employees

� The facility fails to deliver on its promises.  -
Special Events



Problems Happen:Problems Happen:
Great Recovery Builds FansGreat Recovery Builds Fans

� Service Recovery System
� Handle It Now
� Go the Extra Mile
� Look for Signs Before Problem Escalates
� Take Responsibility Even if Not at Fault
� Use a system: HEAT, LEAP, etc.

� Poor Recovery Affects $$
� Good Recovery Increases Loyalty



The Bottom Line: 
“Feeling Good”

Internal 
Customer 
Service

External 
Customer 
Service

Customer 
Perceived 

Quality

Satisfied 
Customer

Customer 
Retention



Thank you and Good luck!



Prepared by:

Paul Howard, MBA
Instructor
School of Hospitality Management
Penn State University
Phone: 814-867-3822
Email:  pah101@psu.edu


