
GREAT SERVICE
As an introduction, I feel tension on how much to speak on these sorts of topics.  I could elaborate on  
each endlessly and while I might be more nuanced and clear, I am more likely to overwhelm you.  If I only  
include bullet points, I may miss all of the detail of what I am trying to convey.  Second, I do not mean to  
come across as some sort of expert in this feld.  I am just trying my best to keep learning and passing  
that learning on to each employee in hopes of making things simpler, easier and better.  Please feel free to  
ask for clarifcation and elaboration on any of these topics. 

Why do Great Service?

1. Great service is all that sets us apart.
It is my honest belief that we are serving a superior product to our competition, but whether or 
not I am right, there are hundreds of places within 20 miles that have coffee, pastry, food, place to 
meet, free wif or whatever the guest may be after.  Many places are cheaper, closer, more 
convenient and we just can't compete.  Great service sets us apart. 

2. Great service is great marketing.
People talk about great service. If we market via a newspaper, word of mouth, instagram or 
facebook doesn't it only make sense to give great service once they arrive? The more we impress 
our guests the less we need to invest in marketing. 

     3.  It makes for a better place to work, attracts better coworkers, and is easier.
Working for a place that is great is simply better than a place that isn't.  The better we treat guest 
collectively the less we will have to settle unruly customers or be in a diffcult situation.  When it 
comes times to hire someone, people who want to be like us will want to work for us. Doing 
great service means less messes to clean up and problems to handle

   4.  It is simply the right thing to do.
On a more moral or spiritual note, great service is just the right thing to do. Advocating for 
mediocracy or anything less than great is foolish so we might as well embrace what great service 
may be. 

Why Great Service is Hard

1. It is unfamiliar.
Service is not taught in schools or anywhere really.  Many times great service is given or received 
more so by fortunate coincidence than by intention.  There are few places to 'learn' great service 
and it is even hard to know it when you see it. 

2. It requires more work in the moment.
Great service is defnitely a case where you are doing more up front work for less problems on 
the back end and this can be unintuitive.  If your brain is nagging at you, “should I ask a follow up 
question?”  “Should I clarify that?” “Is there something wrong here?”, while it is easier to ignore 
these thoughts, it is usually better service and smarter to ask the question and resolve the issue in 
the moment. 

3. It is not revered.
Something in American society treats service as something that people should graduate beyond.  
This is confusing because great service applies to working with coworkers, and most future 



careers.  There is this idea that someday you get to stop working with people and this just isn't 
true.  Since great service is so rare, we might as well get good at it and be exceptional.  Further, 
being a service expert should be revered because everyone wants to receive it when they are 
out regardless of class and career. 

4. It isn't fair.
People like things to be fair, and service is simply an asymmetrical transaction and this makes it 
diffcult for both the server and the served.  Simply acknowledging this unevenness makes it easier  
to see that, yes the server should be doing more work. Customers will say not to bother or it may  
feel like they are not being fair  but that is just the nature of the beast.  

How to help customers
1. Find out what the customer wants
2. Get it for them accurately, politely and enthusiastically.
3. Go an extra mile

1. Find out what the customer wants
• When this is simple it is just being present to take their order.  As complexities arise it  

involves explaining the menu to them, where to fnd stuff and educating them about our 
products. Sometimes people don't actually know what they want and you have to work 
with them to fnd out that what they are asking for is different than what they want. 

2. Get it for them
• Accurately: Checking and reading back what they ordered will save many headaches down 

the line.  If there is something unclear, please ask a clarifying question. 
• Politely:  Use please and thank, eye contact and a smile. Anything abrasive or unkind 

defeats the point of great service
• Enthusiastically:  A tiny bit of enthusiasm goes a long way.  Acting excited is important.  It  

should be noted that this is in fact acting.  You are not actually excited.  People are here for  
a little bit of a show at that is okay.  If we are completely honest, we may not want to be  
here at all, but the customer doesn't get to see that.   

3. Go the extra mile
• This is where good becomes great.  Do whatever you think to go the extra mile.  Offer to  

deliver a drink, sample the coffee, explain something about our business or ask about the 
customer's day.  Can you do this with every interaction? Probably not.  Can you do one 
more than yesterday? Probably. Also, you don't need to go 100 extra miles, just a little 
something more will go a long way.

• A quick note on sampling: Everyone loves sampling, but it needs to be economic and not 
abused.  Some things like bakery are just too limited and too expensive to sample.  Here  
are 2 rules of thumb: 
1. We can sample things that are infnite. Coffee of the day, iced tea and so on. We can not  
sample things that are fnite. Croissants, bakery, sandwiches
2. Give samples to loyal customers where it may turn into a new favorite.  Do not give 
samples to people looking for a 'free snack.'  Samples should be offered and not asked for.
Example: Regular customer comes in who usually gets a latte.. “Hey, have you tried our 
new seasonal beverage, if you don't like it I will make you something else!”



10-4 Rule
This is a good policy for knowing approximately when to greet and engage with people.  
10 Make eye contact with anyone that comes within 10 feet of you.  In our store this is basically  

anyone who comes through the door. When you walk the store you can make eye contact with 
people too see that they are okay.

4 Verbally greet anyone who comes within 4 feet of you.  In our store this would be anyone who 
approaches the counter.  You probably don't need to say hi to everyone as you deliver a food, but  
if you are face to face with someone it never hurts to say “hi!”

How to Handle Complaints
I want to empower each and every single staff member to be able to engage with a customer  

complaint and try to resolve it in the moment.  Sometimes needing to get a manager can make the  
matter worse.  On the other hand, sometimes guests do better with a fresh face.  If you ever get in the  
weeds asking the guest to hold on while you get someone else to do this exact process can make all the  
difference. 

Here is the process with elaboration below:
1. Acknowledge the complaint.
2. Sincerely apologize
3. Make things right
4. Thank the customer
5. Write it down.

1. Acknowledge the complaint.
◦ Start by simply letting the guest know you understand the issue. Usually this involves  

saying okay or I understand.
◦ It is usually not a good idea to explain why unless they start asking why.  The reason 

for this is that you may end up frustrating them more than needed. 
2. Sincerely apologize

◦ Quickly jump to saying that you are sorry. It is important that they know that you 
prefer that they not be disappointed. 

3. Make things right
◦ Find out what it may take to make things right.  You will usually fnd out that it isn't as 

much as you thought necessary.  In our business, offering to remake a drink or replace 
an item is all it takes. As a policy, I prefer not to give cash refunds, but sometimes this is  
the only logical way forward.  A gift card is also an option is someone has been treated 
wrong in some way. 

◦ You may fnd out that you need to keep repeating steps 1 & 2 before they are ready  
to make things right.  This is a good time to point out this is not a robotic checklist but 
more of a blueprint or road map. Maybe the customer goes straight to asking for what 
they want and you need to jump straight on to step 3.

4. Thank the customer
◦ When the customer knows that we appreciate the feedback it can make all the 

difference.  Simply thank them for taking to time to work this out. 
5. Write it down.

◦ Do not do this in the moment.  Within 24 hours of an incident, please let us know in 
writing what transpired and what the resolution was.  This is important for 2 reasons: 

1. If we have a consistent issue that needs to be addressed at a bigger level.



Example: The chai has been returned 5 times today.

2. We have an employee who needs more resources for handling issues 
when the arise.
Example: Tony has handed out gift cards to someone each shift he works!


