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Customer service is a leading factor in successful organizations. In
this week's episode of the CMN Leadership Podcast, Chris Railey
discusses key customer service principles from the book, Excellence
Wins, by Horst Schulze. Schulze helped co-found the Ritz Carlton
hotel chain and leads with a lifetime of experience in the service
industry.

In many ways, churches are in the people business. There are several
takeaways from Excellence Wins that apply directly to leading in the
local church. Here are a few insights that will help you create a positive
experience that makes it easy for visitors at your church to come back
and ultimately be introduced to Jesus.
Three things customers want:
1. A product with no defect
2. Timeliness
3. The person they are dealing with to be nice to them
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Two things that make an experience memorable for customers:
1. Individualization: How can we customize the experience?
2. Personalization: How can we make them feel known and valued?

Team Discussion
How can your team better serve the people coming to
your church?
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In many ways, churches are in the people business. There are several
takeaways from Excellence Wins that apply directly to leading in the
local church. Here are a few insights that will help you create a positive
experience that makes it easy for visitors at your church to come back
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Two things that make an experience memorable for customers:
1. __________: How can we customize the experience?
2. __________: How can we make them feel known and valued?
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How can your team better serve the people coming to
your church?
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