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GOTCHA [goch-uh]
Means - got you

Internally branded programme
designed to get everyone focused on
service improvement

To catch’ our staff delivering great service
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OBJECTIVES

* Improve service levels

» Improve employee engagement
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Set Up of GOTCHA!
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3 Key Success Factors

Rewards and Recognition
How am | managed?
Solid reporting structure

‘\

P
lw@
7 _e%
GETCHA! =
7 put
[ J
s spotlight on service



@

GOTCHA!

4

* Adopts o “Customer First™ policy

. eye contoct and smiles

* Acknowledges/opprooches customer on arrival to
area

* Enthusiostic verbol greeting when o customer

approaches
= Offers assistonce fo customer

GGTCHA!

* Does not approach/greet customers when they enfer
the area

« Does not stop whot is currently being done when a
customer

* Low enthusiasm when specking with customer

* Has no willingness o offer help

* No eye confoct or not smiling

« Listens aftentively to customer and uses dear
commumication

« Has positive body longuage

« Exploins 10 customerns any couse of delay

* Talks to colleogue in own language on shop floor
« Does not listen attentively to customer
* Often inferrupts customer

* Uses questions fo identify custormer needs

* Waits for customer 1o ask questions

R ds prods » d on 1o preve

questons

* Offors alternative products if not avallable

* Knowledgeable about oll products ond warranty
services {where applicable)

* Relates features and benefits of product to specific
noeds of customans

* Usas integrity selling to give the customar the cormect
product

* Does not make product recommendations

* Makes recommendations before asking questions fo
understand needs

* Recommends incorrect product for customer

* Does not tallkk about features and benefits of
products

* Looks for opportunities 10 sell oddiional products
based on customer needs

= States totol amount and requests mode of payment
* Pocks of

* Recommends oddifional products to customers that
don’t relate 1o their needs

acknowledge payment
pock purchases of customers
« Puts the change and/or receipt on the counter

* Does not say any parting words 1o the custfomer
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Observe the coachee for af least 3 customers. Whilst observing the coachee, complete the following questions:

List 3 behaviours that the coachee did that it into the Gotcha! Do's Ability Coaching - What feedback did you give the coachee 10 help them improve?
Sound | foand 2 Willingness Coaching - Record your conversation delol

List 3 behaviours {if possible] that the coochee did, that foll into Gotcha!
Don'ts
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Operational Data

Date: Time: Staff Name:

Terminal: 1 Shift: A B & D Arrivals/Departures:

Area:

Gotcha! Ratings General Observation
Yes No N/A
Approach Customer Acknowledge Customer
Greeting
; " hatts

Smile Slouching Staff Chatting Customer Ignored

Eye Contact Additional Comments

Positive Body Language

Positive:
Change in Hand
Parting Gesture
Transaction Sincerity Negative:

0 1 2 4 5 & 7 8 9 10
Mot Sincere Viery Sincere
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* Subugrty w “Condurvme Fonl™ ymale
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areo

"""‘ i B e + 123 70 willingnen 1o offer help

* OMhory avsrvhwas s cnbeeeens * Mo aye condoct or ot wvileg

* Ustors attersivaly 1o customar and uses dear + By e sl o e b e o
comrurRcoon - Dhamm et beders cttordmvmty b <o tdurrem

« vy positive by Wonguoge 4 LM LI (T
= Popdemion #n corsies arey (omen wl dediry

General Observation

* Usem uamios s o alee ity omlunme mmmbs

* Bacoenimands products Bated on onEwers 10 previous
FuETeTT
* Offony afurnative prodiucty # not svelioble
+ Knmedndgnotie stvas off prodiets ond worrordy
s batery appderie]
By e ome et b il e f b e i Additional Communts
o ol Cudrert
+ Uk gy el 2 e B (OO T (Omec)
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Soasd o CusTImOr Neadt

* Shme totol omeunt and requas® mode of payment

* Ports of puschases pragerly ixfiery o wrapping
i s SR et ety Gty tn N

+ A change and receipt In hand

* Dows not 3oy omy parting wordh 1o e curiomr



Gotcha Stars (Numbers and Percentage)

No - 124 (17%)

YES - 597 (83%

Gotcha Watch Ratings Breakdown

" e e e e T 633 (91%)
Greefing i 68 (9%)

0 (0%)

N, 631 (50% )
Smile I 70 20%)
0(0%)

S T YT T L ¥
Eye Confact i 11 (2w)
0 (0%)
T, 598 (97%)

Posifive Body Language 11 23 (3%)
0(o%)

T 567 (79%)
Change in Hand 1 10 (1%)

)
Parting Gesture 1 21 (3%)
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Reporting Structure

Duty Manager
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Reporting Structure

DDF Overall
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