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ENHANCING THE VISITOR
EXPERIENCE

> The Importance of Good Service
> Before They Arrive

2 When they Arrive

2 When they Return Home

2 Wrap Up and Questions



- OUR MISSION
We work to maximize Tourism’s impact

; -or@outh Dakota’s economy by increasing

. «elQmestlc and international travel to our state.
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WHY IS GOOD
SERVICE
IMPORTANT?
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% Very Satisfied with Trip

Base: Overnight Person-Trips

Overall trip experience

[ Friendliness of people
Safety & Security

Quality of accomodations
Sightseeing/ attractions
Cleanliness

Quality of food

Value for the money

Music/ nightlife/ entertainment

100

Percent

REpeat Trlps to SD 81% Longwoods

S TOGETHER
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News of
bad
service
reaches
twice as
many ears
as good
service.




FACEBOOK AMPLIFICATION

Facebook Engagement Megaphone: South Dakota Tourism

I-_lnw many What happened?
How many o o e
How many times dithese  ““ehing on Facebs e
unique people people engage? ?
Who started it? did we engage?

54k

Engagements (Likes, Commaents,
83951 | 1,154,934 35K
3 Engagements + Clicks Total Reach* Total Impressions
iy User Mentions Clicks

Page Likes Generated

4,378

New Page Likes

1.4

*“Numbers will differ from Facebook Insights. The sum of daily Reach is provided for directional
purposes. Facebook only provides this metric as a 1, 7 or 28 day trailing figure.




55Z of travelers’

destination
choices
significantly
iInfluenced by
word-of-mouth
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HOW TO BUILD LOYALTY?

“You cannot improve one thing by 1000% but
you can improve 1000 little things by 1%.”

Jan Carlzon
President of Scandinavian Airlines



BEFORE THEY
ARRIVE
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74,828

Google searches every second. That’s 4.5 million
per minute. By the time this webinar is over the
number will be over 269 million searches.




SEARCH YOUR BUSINESS
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Q @ grand river museum

grand river museum X

ALL MAPS NEWS IMAGES VIDEOS

Grand River Museum

4.5 (23)

Museum in Lemmon, South Dakota

Open
OVERVIEW REVIEWS ABOUT
CALL DIRECTIONS  SHARE SAVE

Lemmon

9 114 10th St W, Lemmon, SD ’
57638 10th St W

@ Saturday 9AM-5:30PM

Sunday 12-5PM
Monday 9AM-5:30PM
Tuesday 9AM-5:30PM

Wednesday 9AM-5:30PM
Thursday 9AM-5:30PM
Friday 9AM-5:30PM

Suggest an edit

O
Google
MyBusiness
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Directions (A sn—m)
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Google Maps

L Grand © Cancel

Grand River Museum
114 10th St W, Lemmon
(2) on Yelp

Grand Island, NE, United States

Grandview St
Pierre, SD, United States

Grand Canyon National Park
Grand Canyon

Nn Bayiaws

alwlelrftlyjulijolp

@
o
@) Grand Forks, ND, United States
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Apple Maps



®  htips://www.travelsouthdakota.com/

Page loading issues VIEW DETAILS

Page is mobile-friendly

This page is easy to use on a mobile device

4 SUBMIT TO GOOGLE

Additional resources

Privacy Terms

FREE VACATION GUIDE

FACES

L B

. GREAT PLACES

FIND YOUR GREAT PLAGE

WHAT TO SEE AND THINGS TO
DO IN SOUTH DAKOTA

Mount Rushmore
Badlands National Park

Road Journals

F
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ONCE THEY ENGAGE
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TELEPHONE ETIQUETTE
e o <

* Every call should start with
- company_you work for.

~ +Ask for the mme early, us out the call

~ will hel build Fapport:
Ifyoumus-t-putth 1 ak 1 return to
the call. I ' .




EMAIL BEST PRACTICES

> Avoid shorthand expressions and slang.

2 Get to the point of your message quickly.

2 Avoid the use of all capital letters.

2 Re-read your message and use spell check before you send.



PREPARE FOR VISITOR
QUESTIONS

> Weather?

» Community events?

» Transportation during their stay?

» Directions about where they should park?
> Restroom locations?



WHEN THEY ARRIVE
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WELCOME SIGNS
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BUSINESS ENTRANCES




MAIN STREET BEAUTIFICATION
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WHAT DO YOUR CLOTHES SAY ABOUT YOU?

? Dress right for the job you are doing.
» Don'’t wear clothes with wrinkles.

> Wear clothes that fit. Clothes that are to loose can get in
your way. Clothes that are to tight may restrict your
movement while working.



PERSONAL HYGIENE



GROUNDS & FACILITIES WELL
MAINTAINED?

» Parking lot free of garbage.
> Flower pots and greenery.

> Benches and welcome signs well maintained
> Clean restrooms



It doesn't matter if
you're selling a product
or walting tables, the
first impression is
determined by your
ability to quickly
establish a relationship
with the customer,




THE WORST WORDS OF SERVICE

WAIT BUSY
“THAT”S
NOT OUR
POLICY”
OOPS

SORRY



KNOWING YOUR
CUSTOMER

Knowing your customer is the key
to connecting with them. Use this
valuable information to put their
interests and preferences first and
they’ll love you for it.



Making the
Connection

> Personalize whenever possible

> Try saying your customer’s name if you
know it.

> If you've met them before, shake their hand.
> Comment on their kids if they are with them.




PRODUCT KNOWLEDGE

2 Know what you are selling, if
you have availability, and
overall knowledge of the
product.

) Explain the product
thoroughly to guests.




COMMUNITY KNOWLEDGE

Know what there is to do in your community, region
and state. If you are new to the area, make sure to
familiarize yourself and have an answer ready.






IT’S NOT JUST WHAT YOU SAY

What You Said

Nonverbal Tone of Voice

55% 38% 7%

IT’S HOW YOU SAY IT...

Source: University of California



BODY LANGUAGE

2 Follow the customers lead of physical space.
2 Lean forward as the customer is speaking.

2 Remain open in your stance, don’t hunch your shoulders and
Cross your arms.

> Make eye contact.



SPEAKING WITH ENTHUSIASM

We show enthusiasm
through facial
expression and tone of
voice.

Be expressive even if
you don’t feel it.




EFFECTIVE QUESTIONING

) Show Interest

) Control conversation
) Obtain facts and information

) Promote conversation




Listen. Really Listen.

Don't listen to be prepared for the next thing you are going to
say....listen to understand.



Don’t Interrupt

We've all been in situations when every time you begin a sentence, someone interrupts or cuts
you off to finish your sentence. This can leave people feeling frustrated and in some cases, they
may check out of the conversation altogether.

125 = Average words spoken per minute

600 = Number of words the human brain can comprehend per minute



Try keeping an open mind and
refraining from forming an

opinion until after the speaker
has finished, then formulate a
response.




WHEN THINGS DON'T
GO AS PLANNED...
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It isn’t about whether a
conflict with customers
will arise, because It
will. It's about being
prepared and trained
on how to respond to It
when It happens.




EMBRACE THE
OPPORTUNITY

Don’t assume that the damaged
elationship with the customeg,__
gan’'t be mended. In ma & )y

es, if made right, t '
tionship will be 4
ngthened and in some

S, these customers

me brand ambassadors.
brace the opportunity.




THE CUSTOMER IS ALWAYS
RIGHT

Stay Focused on
the Goal.

Keep the end goal in mind while speaking
with the customer and don't lose site of it.
Getting sidetracked with who's right and
wrong is easy to do...Mending the
relationship is your only priority.




BEFORE THEY
RETURN HOME
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NAME:

Z1P CODE: DATE:

REASON FOR VISITING: BUSINESS EVENT LEISURE

BUSINESS NAME:

EMPLOYEE NAME:;

RATE YOUR SERVICE: (5 OUTSTANDING - 1 NEEDS WORK)
5 4 3 2 1

OVERALL EXPERIENCE: (5 OUTSTANDING - 1 NEEDS WORK)
5 4 3 2 1

ADDITIONAL COMMENTS: (ADDITIONAL SPACE ON BACK)

r GENUINE HosPITALITY | EXCEPTIONAL SERVICE | #WATERTOWNWOW

THANK YOU FOR YOUR EXCELLENT
SERVICE & HOSPITALITY

Y % A
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YOUR “THANK YOU" GIFT IS WAITING
FOR YOU AT

THE CONVENTION & VISITORS BUREAU

| EAST KEMP AVENUI
605-753-0282
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Goog

FORMS

SurveyMonkeyr

surveygizmo

Z zoomerang

Online Surveys & Polls
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SOUTH DAKOTA
GREAT SERVICE
— AWARD—

GREAT SERVICE
STAR APPLICATION

GEORGE §. MICKELSON
GREAT SERVICE AWARD

THE SOUTH DAKOTA DEPARTMENT OF TOURISM
THE GOVERNOR'S TOURISM ADVISORY BOARD

Great Service Star

Designed to identify and recognize
businesses that complete a set of criteria for
hospitality training of their employees, offer
a comment mechanism for visitors, and
recognize employees for providing great
service.

SDvisit.com = TRAINING & HOSPITALITY



KEY TAKEAWAYS

2 Restate your words differently a second time.

2 Ask open ended guestions

2 Provide a quick summary detailing how you
understand the situation.



INFORMATION SOURCES

> South Dakota Tourism’s Online Hospitality Training
2 Litmos Training Program

Y Intro to Hospitality — John Walker

» Destination Analyst — State of the American Traveler
2> Laurie Guest Training Seminars





mailto:Jacey.Jessop@travelSouthDakota.com

