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AGENDA

• Goals of Exceptional 
Service

• Customer Services 
Skills



EXCEPTIONAL EXPERIENCE

WHAT MAKES A 
VISITOR 

EXPERIENCE 
EXCEPTIONAL?



AS HOSPITALITY PROFESSIONALS

Exceed Expectations

Expand the number of return & new visits through 
increased customer satisfaction

Provide EXCEPTIONAL customer service

Our Tourism Service Goals should be to: 



EXCEPTIONAL VISITOR SERVICE

Visitor 
Satisfaction

Increased 
Market 
Share & 
Revenue



Providing Customer Service Involves

Professionalism

Active Listening

Respect

Solving Problems

Sharing Information

Showing Gratitude



Customer Service

Guests want to feel:

WelcomeSecureSafe



Visitors have 
expectations before 

they leave their 
homes

Guest expectations 
of their experience 
have already been 

formed

Customer 
perceptions are 

formed during and 
after the transaction

Pre-Trip Customer 
Expectations & Perceptions



Is your business providing information before your 
customers leave their home?

WHERE DO WE WANT 
TO GO?

HOW LONG WILL OUR 
TRIP BE?

WHAT DO WE WANT 
TO DO WHEN WE GET 

THERE?

HOW MUCH WILL IT 
COST?

CHECK FOR LAST 
MINUTE 

DEALS/OFFERS.

We all Research before we Act



United Breaks Guitars





Customer Service Excellence Skills

Interpersonal Communication

Empathy

Problem Solving



Bad Customer Service



SKILL #1 
Customer Service 
Excellence

Interpersonal 
Communication



What is Interpersonal 
Communication?

• Sharing
• Understanding
• Meaning

Interpersonal communication 
involves the information, ideas, 
and feelings being exchanged 
verbally and non-verbally 
between two or more people.



Communication & Miscommunication

• Are you using the 
correct medium?
oPhone Call
oEmail
oText
oFace to Face

• Connections
oInterpretation
oPerception



Improving Verbal 
Communication

Define Your TermsDefine

Use Precise WordsUse

Control ToneControl

Check For UnderstandingCheck

Be Results OrientedBe



Reciprocity
Mutuality
 Nonjudgemental
 Honesty
 Respect

Fairness In Communications



Fairness In Communications

Culturally
Aware





Poor Communication

• Misunderstandings
• Mistakes
• Conflict 
• Wasted resources
• Loss of Clients



Visitor Experiences
Examples









SKILL #2 
Customer Service 
Excellence

Empathy

The ability to 
understand and share 
the feelings of another.



Empathy

Are you able to see things 
from someone else's point of 
view?

Practice by:
• Giving Your Full Attention
• Considering Other 

People's Perspectives
• Taking Action



The Three Stages 
of Empathy

• Cognitive

• Emotional 

• Compassionate



What Is Active 
Listening?

Active Listening

• Fully Present & Fully Attentive

Tips

• Maintain eye contact

• Don’t interrupt

• Focus your attention on the message, 
not your internal monologue.

• Ask clarifying questions to 
communicate interest and gain insight.



Customer Service

How can we ensure the 
quality of every guest 

interaction?
Customer Service

Knowledgeable 
service

Prompt service

Promised 
service

Make a 
connection

Tell a story

Exceed 
expectations



Customer Service

When have you had an excellent customer service experience?

When have you had a poor customer service experience?

How did interpersonal communication and empathy play into that 
experience?



What is Customer Service Excellence?

Convey a sincere interest in others

Maintain a positive attitude

Know their organizations inside 
and out

Track your own performance

Take initiative

How do Interpersonal Communication & Empathy relate to your ability to….



Conveying a Sincere 
Interest in Others

• Flexible

• Adaptable



Maintaining a Positive Attitude

• Share Positive Energy



SKILL #3 
Customer Service 
Excellence

Problem-
Solving





Problem 
Solving

Identify Problems
Identify

Brainstorm & Analyze Solutions
Brainstorm 
& Analyze

Evaluate Results
Evaluate

Implement Best Solutions
Implement

Choose the best Solution
Choose



Identifying Problems

Problem identification is 
important because it…

• is the critical first step in 
the process

• helps clarify and define 
problems so they can be 
effectively solved



Problem Solving

• Clearly define the problem
• Don’t jump to conclusions
• Allow your guest to express their concerns
• Don’t take it personally
• Involve the right people, where necessary
• Review possible solutions
• Review the outcome with the guest to 

ensure the solution meets their needs
• Allow your guest to move forward with the 

solution



Unama'ki-Cape Breton 
Island Best Practices



Live Life in Tents



Highland Village





Destination Cape Smokey



North Star Inn



Lakeside Luxury Domes







Eskasoni Cultural Journeys





SKILLS RECAP 
Customer Service Excellence

Interpersonal Communication

Empathy

Problem Solving
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