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ROLL OUT  

Engage Your Team to Deliver Hospitality & Service 
THE RED-CARPET 
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ONLINE RESEARCH 

Great Service=Raving Fans 
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SERVICE DRIVES SALES 
“55% of customers 
would pay EXTRA 

to guarantee 
better service” 

Defaqto Research 

If you roll out the Red Carpet 
for Billionaires, 

They don’t even notice… 

Millionaires 
expect it. 
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But… 
Thousandaires appreciate it… 

And 
Hundredaires 

will tell 
Everyone they know! 

Imagine  
a  

world… 
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TECHNICA
L 

HOSPITALITY 

TECHNICA
L 
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HOSPITALITY 

TECHNICA
L 

WOW 

Make I t  An EXPERIENCE 

Emotional Connection and 
Consistency 

Every Customer 
Every Employee 

Every Touch Point 
Every Single Time 
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Step by Step 

C U S T O M E R  E X P E R I E N C E  
B R A N D  R E C O G N I T I O N  

E M P L O Y E E  E X P E R I E N C E  

E M P L O Y E E  B E H A V I O R  

R E V E N U E  &  G R O W T H  

E M P L O Y E E  S A T I S F A C T I O N  

L E A D E R S H I P  
C U S T O M E R  B E H A V I O R  

C U S T O M E R  
S A T I S F A C T I O N  

LEADERSHIP is the FOUNDATION 

C U S T O M E R  E X P E R I E N C E  

B R A N D  R E C O G N I T I O N  

E M P L O Y E E  E X P E R I E N C E  

C U S T O M E R  
S A T I S F A C T I O N  

E M P L O Y E E  B E H A V I O R  

REVENUE & GROWTH 

E M P L O Y E E  S A T I S F A C T I O N  

C U S T O M E R  B E H A V I O R  

L E A D E R S H I P  
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The Celebrity Experience! 
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 Upset Customers to Red-Carpet Service 

 T R E A T  
T	

R	

E		

A	

T	

		une	in	and	listen	

			espond	with	empathy	and	regret	

		xplore	solu?ons	and	fix	the	issue	
				dd	the	‘And	Then	Some’	

		hank	the	customer	
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Surprise and Delight! 

Show Genuine Appreciation 
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SecondWind.org 
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Magic Question #1: 

Magic Question #2: 
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Empower wi th Training 

Here To Help 
Engaging Employees 

& Building Culture	
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Methodist Senior Services 

•  Serving	Elders	in	Mississippi	for	56	years	
	
•  Mission	-	To	Serve	Older	Adults	in	the	Spirit	of	Chris5an	Love	
	
•  Vision	-	To	Make	Mississippi	the	Best	Place	in	the	Country	to	Grow	Old	
	
•  12	Campuses	Across	the	State	

•  CoMages,	Apartments,	Assisted	Living,	Memory	Support,	Skilled	Nursing,		
				Pharmacy,	Therapy,	Meals	on	Wheels,	NextAge	Navigator	and		
				Home	Services	
	
•  Opened	the	worlds’	first	Green	House	Homes	in	2003	
	
•  Over	1,000	employees	

What did we want to accomplish? 

Engaged	Employees	that….	
•  Felt	welcome	

•  Realized	they	were	a	part	of	a	family…	
				A	BIG	FAMILY	

•  Had	opportuni?es	for	personal	growth	

•  Had	opportuni?es	for	professional	growth	

•  Clearly	understood	what	was	expected	of	them		

•  Loved	the	elders	we	serve	

How did we get started? 

Partnership	with	Donna	CuIng	
&	Red	Carpet	Learning	
	
	

• We	wanted	a	consistent	onboarding	experience	across		
				our	campuses.	
	
• We	had	to	define	what	is	looks	like	to	serve	older	adults		
				in	the	Spirit	of	Chris?an	love.			
	
• How	do	we	make	employees	feel	special	and	a	part	of	the	family?	

	
It	starts	on	day	one!	
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What are our Service Basics? 
 
 
HERE TO HELP 

Happy to Serve 
Extend a Warm Welcome 
Reach Out and Relate 
Embrace Responsibility and Show Reliability 
Take Time and Take Notice 
Operate with a “Whatever It Takes” Mentality 
 Honor Elder Homes 

Encourage Choices  
Love to Learn 
Play, Pray and Make Their Day 

Has it Worked? 

2015	 2017	

81.8	 Employee	Engagement	
Score	

84.4	

39.8	 Catalysts	 44.4	

12.2	 Advocates	 14.5	

18.2	 Endorsers	 14.9	

10.2	 Contributors	 10.5	

19.6	 Resistors	 15.8	

Holleran Choice Community Award 

In	2018,	Holleran	presented	its	Choice	Community	Award	to	
14	of	their	more	than	750	clients	based	on	engagement	results.	

	
4	of	our	campuses	were	among	the	14	to	receive	the	award.	

	

Aldersgate	
Flowers	Manor	

	
	

Wesley	Manor	
Martha	Coker	Green	House	Homes	
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What’s Your Legacy? 
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