COMMUNICATION/RESULTS DAY AGENDA: Guest Service Focus

The following routine is designed to help the General Manager and Guest Service Manager conduct their Service Evaluation
Sample Topics:
______________________________________________________________________________
Core Service Discussion
· Discuss Crew Training Proficiency on Service Area crew stations
· Discuss Planned Maintenance in Service Department 
· Rewards and recognition in your department
· Discuss service equipment/cleanliness walk thru results and spot check areas
· Action steps to improve your department (GM & DL work together to pick 3 action items for DL to work on each month)
Service
(Note: Bring Voice Reporting & Guest Service Monthly Action Plan from last month )	Y/N
	Meeting Target:  PACE VOICE O Sat; Make a plan to improve or recognize
	

	Meeting Target:  PACE VOICE EPB2B; Make a plan to improve or recognize
	

	Meeting Target:  PACE R2P; Make a plan to improve or recognize
	

	Service Area Operations:  Executing as designed?  Complete PACE Service Excellence assessments of Accuracy, DT, Shift Management, Digital and Delivery done monthly;  DT Health Check, YY/NN, 
	

	 OEA Visit Review and Make a plan
	

	“Service Area Aces” staffed at peak dayparts?  
	

	Crew trained on DT Runner?  (NOT MGRS ONLY)  DT Team trained and EAD?
	

	McCafe staffed and trained?  Equipment Maintained, Limited Product Outages
	

	Service Area Vocie Operations Digital Satisfaction score 
	

	Marketing/POP
	

	Cover Monthly Marketing Bulletin fromo GIO/BOA
	

	Team Knowlegeable of Initiavtes and Promotions, Digital Ambassador
	

	Local Store Marketing planned and executed to grow guest counts?
	

	Digital Days planned ? ROA Ready? MOP/Curbside executed as designed
	

	Accuracy scores on Voice, Customer 800 Complaints:  Make a plan
	

	Service: Priority  Action Items
	

	1
	

	 
	

	2
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· Discuss Transaction growth and Service Targets by daypart and Weekly Action Items (if completed reward, if not recommit or redirect)
· Discuss Ordering/Service Accuracy, Voice and 1800 Complaints, Voice Clean score
· Discuss Crew Training, Service Staff Verification of “Service Aces” - monthly targets % trained, DSPT Service Coverage & Service Performance with Shift Leaders

Limited Time Offers:
Nabit Webcast viewed Monthly & Communicated to Managers and Crew
· Discuss Product Outages and develop plan to REDUCE outages
· Discuss monthly GC Growth , LTO Product Mix and PAC goals 
· Manages LTO Product Deployment and works with Kitchen Mgr on LTO Phase out)
Service System
· Number of Service Crew Trainers and Verified Service Crew meets needs
· Discuss Service Hospitality Drivers and SHINE Expectations for all staff
· Discuss Service Procedures EAD:  Dine In, Digital, Delivery and Drive Thu
· Review “Service Ace” role effectiveness in service area
· Service Team 90-day turnover results
· Discuss OEPE, R2P, EPB2B, PARKED CAR % GOALS
Individual Development Planning
· Discuss your professional development plan.  What have you accomplished?  Is the plan working?  If not, how are you changing it?
· Discuss Service Crew Training or upcoming opportunities.  Is department development on track for crew, McCafe, crew trainers, Service Area Managers, Service Aces, etc?






















Service Area Ace Verification Requirements

Is a SHINE Ambassador:  	
Creates Feel Good Moments
Role Model:  
Smile
Host 
I am not Rude.
Uses Name and Customer Names
Executes as Designed:  Must demonstrate consistently

CANDIDATE MUST SUCCESSFULLY PASS ALL SERVICE AREA HEALTH CHECK PROCEDURES

QR CODE TO SERVICE HEALTH CHECKS:
[image: ]




Customer Recovery Expert:
BLAST
Zero Rude Complaints

VOICE:  Positive Comments received from Customers

Teamwork:  	
· Recommended by Peers for this position
· Approved unanimously by Shift Leaders
· Written recommendation from GM (With details of why they recommend them for this position

Dependability & Kindness:  
No lateness, No absenteeism, No documentation of customer concerns 
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