迎宾员

People Greeter



PEOPLE GREETER

迎宾员

Lois, an associate in Crowley, Louisiana discussed with her Store Manager an idea of having a People Greeter.  The concept of the People Greeter was born at Wal-Mart.  Since it was her idea, Lois became the very first People Greeter.

自从路易斯向她的店铺经理提出使用迎宾员的建议后，沃尔玛的迎宾员就诞生了，而路易斯就成了第一位迎宾员。

As People Greeters you are the first Associates most Customers meet when they come into our stores.  You have the privilege of creating that important first impression with our Customers.

作为迎宾员，你是大多数顾客进入商场后最先遇到的商场员工，因此顾客对你的印象即是对商场的初步印象。

Introduction

As a People Greeter you play an important role in your store.  Your primary responsibility is making Wal-Mart Customers feel welcome.

简介

作为迎宾员，你在商场里的角色是很重要的。你的首要职责是让我们的顾客感到宾至如归。

Provide Excellent Customer Service

Practice a 10 Foot Attitude.

Open door for Customers when Appropriate (i.e. mother with small, disabled) and whenever possible.

Welcome each Customer to Wal-Mart

Offer each Customer a shopping cart.

Provide Customers with directions when asked.

Offer assistance to Customers when appropriate (i.e. disabled)

提供优秀的顾客服务

三米微笑

为有需要的顾客开门(例如带小孩子的妈妈，残疾人)

向每一个来商场的顾客打招呼

向顾客提供购物车

当顾客有疑问时提供帮助

适当的时候为顾客提供帮助(如残疾人)

Directing Customers

Sometimes your Customers are not familiar with your store.  You may have to direct them to that certain item or areas of the store.

Be familiar with your store.

Take different routes coming and going to work, breaks and lunches.

Know the departments and what is in them.

If you do not know where an item is ask someone.  Never say “I don’t know”.

If it is necessary, direct the Customer to the department and call for assistance.

为顾客导向

有的顾客不熟悉商场，你需要告诉他们某些部门或商品的位置

要熟悉商场

上下班，吃饭时尝试走不同的路线

熟悉各部门及部门的商品

如果你不知道商品的位置，问其他人，不要回答“我不知道”

如必要，带顾客到该部门，再找该部门同事帮助

Shopping Carts

One of your job functions is to offer Customers a shopping  cart:

Always offer the Customer a cart.

In some stores we have seat belts to offer Customers with small children.  Ask a member of Management if they are available in your store.

Notify a Customer Service Manager (CSM) or a Stock/Carts Associate if you get low on shopping carts.

购物车

你的工作职责之一是向顾客提供购物车

向每一位顾客提供购物车

有的商场的购物车上有供小孩子使用的安全带，问管理层你的商场是否有安全带

购物车不够时，通知顾客服务经理或负责购物车的同事

Check List

1. People Greeters present during store hours.

2. People Greeters are knowledgeable of all areas in the store.

3. Smile and greet each Customer as they enter the store.

4. Ensure front entrance floor is cleared and free of any hazards.

5. Open door for Customers when needed.

6. Offer each Customer a cart.

7. Distribute promotional information.

8. Ensure Cart area is in-stock.

9. Monitor and report any suspicious actions by Customers or Associates to Management.

10. Attend daily store meetings.

检查清单

1. 店内营业时间有迎宾员

2. 迎宾员熟悉店内所有部门

3. 向每一位到来的顾客微笑，打招呼

4. 保证入口处整洁，无危险因素

5. 为有需要的顾客开门

6. 为每一位顾客提供购物车

7. 派发宣传彩页

8. 购物车区域有足够的购物车

9. 向管理层汇报任何顾客或员工的可疑情况

10. 参加每日商场会议

People Greeter Summary

迎宾员调查小结

The following reports reflect the results of our recent People Greeter study.  Surveys were conducted in 300 stores across the United States.  The summary report divides the results into company, division, and region totals.  Also included is a ranking report, which lists each store, the greeter’s name, their score, ranking, and comments made by the customer.  Three key points you might want to consider include:

以下报告是最近进行的迎宾员调查的结果。调查涉及美国300个店铺。调查报告分公司，分区，地区和总计四部分。附件还有一份排名表，列有店名，迎宾员姓名，得分，排名和顾客的意见。主要有以下三个重点：

People Greeters are Present

The company score for the greeter being present at the front of the store was 87%.  According to this study, in most of the stores, a people greeter is present at the front.

是否有迎宾员

这一项公司的得分是87%。在这次调查中，大部分商店都有迎宾员。

Good Appearance

The people greeters received very high scores for wearing a nametag, vest, and having a neat and clean appearance.  This is good news, since these are the first people our customer see.

良好仪表

戴工牌，穿马甲，外表整洁的迎宾员的得分很高。这是个好的迹象，因为迎宾员是顾客见到的商场里第一个员工。

Service is lacking
Our greeters received their lowest scores on service.  76% made our customers feel welcome.  According to question 5b, of those who did not make the customer feel welcome, 67% avoided looking at the customer and 89% did not speak to the customer.

服务不够

迎宾员在服务方面普遍得分较低。有76%的迎宾员能使顾客感到受欢迎。根据问题5B，那些没有使顾客感到受欢迎的迎宾员里，67%没有正面注视顾客，89%没有向顾客打招呼。

The company’s overall score was 63.75%.  It should be noted that nearly 100 of these 300 stores received 100%.  This is great news; however, there are many stores who fell well below average.

公司总得分是63.75%。在300家商场中有100家的得分是100分，这是好的一面，但有很多商场的得分远远低于平均分。

People Greeter Survey

300 Stores

300家商场迎宾员调查

1.
Greeter Present




87%

有迎宾员在场

2.
Greeter Acknowledge Customer


77%

向顾客打招呼


A. Avoided looking at me –


67%

     没有正视我




B. Did not speak to me --



89%

     没有向我打招呼

3.
Greeter Offer Shopping Cart


45%

提供购物车

People Greeter Survey

300 Stores

300家商场迎宾员调查







A
B
D
E
T
U

1.
Greeter Present



83%
92%
80%
84%
94%
88%

有迎宾员在场

2.
Greeter Acknowledge Customer

62%
73%
77%
88%
86%
74%


向顾客打招呼


A. Avoided looking at me --

80%
57%
89%
57%
43%
64%


     没有正视我


B. Did not speak to me --


93%
86%
100%
86%
86%
82%


     没有向我打招呼

3.
Greeter Offer Shopping Cart

36%
41%
41%
55%
58%
38%


提供购物车
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