Customer Service Day - Fri June 2001

Feedback from Lizz
Based on stepping up to another level of professionalism and acknowledging that you created a wonderful and safe day for your guests on Friday.

Teamwork to organise beforehand 

· Looked good and effective- how was it for you?  Next time you'll be quicker at deciding and organising I imagine. 

Food 

· Delicious.

· Well presented.

· Wonderful "home made" quality.

· Good variety - maybe tell the guests what the dips are and quicker, etc.
· Could have passed around the crackers and dips perhaps.
· Offer and serve coffee/tea after lunch
· Superb idea for afternoon tea! - Very Welcome - herbal tea an alternative perhaps.
· Lunch crew - all could have done stories.
· Excellent Karakia after rather slow gathering together.
Stories

· Well researched

· Sometimes it felt like you were apologizing for them - the feedback was how much they were appreciated.

· 2 Kayak (singles) not in group for Phil's story (Tu and guest)

Facilitation

· What seemed to be missing in my observation was a person who was holding the overall plan - a facilitator role perhaps?  Was this to have been Ari?

· There were moments when it was quite "loose" in terms of the plan, like leaving after lunch - you were asking each other where we were going.

Opening Circle

· At what stage (if ever) did anyone realise that a client had not arrived?

· Did I hear Tu say that we were going to "kill some time in the bay"?  Inappropriate I think as a warm-up for the day.

· How many clients names did you know before we circled up?

· How many had you greeted? 

· Name Game - works better if person throwing says their name first, then person receiving.  Receiver can then say "Thanks name of sender"

· Toys were great and not quite heavy enough (especially the wizard) to travel well across such a large circle.

· Perhaps a review of names is a good idea, since the introduction took such a long time.

· The patting/slapping massage was very well received.

· An overview of the day would have been useful in the opening circle  

Safety

· Who checked buoyancy vests were on properly?

· What briefings were people given who changed over from kayaks to canoes and vice versa at lunch?

·  Instructions to stay close together and near the shore weren't reinforced enough for effectiveness.

· How appropriate was the tag game? Gavin well rescued.

Paddle Game

· Great fun!  Wish I'd had a video camera.

· Be aware of when it's time to finish and how to that gracefully.

· The paddle game needed to finish just a bit before it did as it was becoming unsafe. (Paddles in faces, etc)

Closing Circle

· Came to a good end and then started to run on again and people were cold.

· Watch for that and make sure to finish - give people the opportunity to say more to an individual later if they wish.

Rafting Up

· At times too time consuming - could have some coaching so the first ones were not waiting so long.

· Sometimes it could have worked with us not rafted, only close by each other.

On The Water

· Remember to tell people what they're going to do, not what they're not going to do. Eg. "We were going to paddle round to Stephen's Bay but…."

· How were your conversations with clients in your own, and other boats?

· At the 3 o'clock decision point, after the rescue of Gavin, there wasn't a sufficient check-in of where people were at in terms of wanting to go on or not. The 2 people who wanted to finish then were not identified until Darren spoke up for one of them. Just because some people are keen, watch out for an assumption that everyone is.

· Claire - my apologies to you for missing the fact that I was leaving you with the bulk of the group on the water.

· We were certainly blessed with the weather and the dolphins.

Clean-up at Whenua Iti

· It’s a big job and your teamwork really shone even after a long day. It seemed if a hand was needed eg. Putting a boat away, only one call brought willing hands to the task.

Clothing

· Appropriate for the event

· Good modelling for clients

· Client needs well looked after with added things you brought along.

Individual Appraisals

Jeanette - How wonderful to hear you speak from your heart about Perrine Moncrieff and to value your own input.

When being appreciated by others see if you can hold back the deflecting comment like "So give me the money".  Let in the positive!

Your balloon game was fabulous. If Claire hadn't ended it the way she did, how would you have done it, and when?

You have a natural flair with people and I enjoy some of your banter. Watch that the banter doesn't get in the way of connecting on a different level. Voice loud and clear.

Faith - You were so welcoming with your cuppa on the return to Kaiteriteri! At lunch it seemed you stood back from clients quite a bit - is that right?

The paddle game was superb. Your instructions were clearer when you stood as part of the circle rather than inside it where you could be seen and heard less well.  Note comments about ending the game sooner.  Your voice is a bit soft at times.

It was great that you brought your brother along.

Phil C- You come across as confident and calm - people would easily trust you. At times your voice can be a bit too soft for the outdoors - practice projecting it more.

In you Ngaio talk, be more specific about what it looks like. The end of your talk, moving into the future of the next generations, was wonderful! 

Adrian - Great work with your client in the canoe and very useful to get coaching from Jeanette on how it could work for your client.

Your story on Kaka Point Pa was well presented.

Closing circle - watch for people getting cold and hold to the finish you had already achieved.

Changing places with Preston was a special gift I think - well done!

I had a concern about your bare feet - as did Catherine…was there nothing available to wear? When you need to smoke, please do it away from boats and other Whenua Iti gear.

Preston - Congratulations on delivering the Karakia before lunch so well - your voice was just a bit soft at times for the outdoors. There was no need, I think, to say that your Maori was a little rusty - that doesn't give you such a positive mindset for delivering it then.

I saw you interacting well with clients and was really pleased you came in a boat back to Kaiteriteri.

Your scones were a lovely homemade touch to lunch.

Well done in speaking up about not wanting to hitch-hike home on Friday night.

Phil Mc - You handled the food service well and were a good host, helping with cups of tea/ coffee etc. Remember to keep up with on-going readiness for these by the client group.

You missed out on your story - why was that?

You seemed comfortable with the clients.

I heard you repeat the story about Faith's little brother's question several times. Remember to cherish the innocence with which it was asked. You had a great play with him!

Tu - Your manner with the clients is relaxed and easy from my perspective. You had an advantage of a single kayak and I saw you mixing well with the client group on the water.

Story of Split Apple was interesting in the two alternatives and your personal preference. You seemed to struggle a bit with ending the time for the story and moving on to whatever was next. That takes practice, so be aware of looking ahead.

Rescue of Gavin was well handled, and I question the safety of the game for such novice paddlers.

Was I right about your words "kill some time" at the beginning?

Leaving the group to go for a smoke - it would have been better away from the boats and the Whenua Iti equipment. (Part of our gear culture is to smoke away from any gear).

Darren - Did you give a story/ presentation ~ kayak briefing? I'm not aware whether you did or not.

I think it was important that your kayak partner got her need met to finish, and it may have been useful to check with her before you spoke out about it.

You seem at ease with the clients, a reflection of your experience of working with people no doubt.

Leaving before clean-up was understandable for your transport situation and I hope you acknowledge the crew for their extra energy.

Paul - Story well told about the bracken - voice clear and loud enough.

You seemed to move comfortably among the group and greeted people easily.

Your question to me after lunch suggests that "gathering skills" might be a useful tool for you - it is a real challenge when people are milling about.  Jeanette did most of the work for you by having her game first.

Be aware of techniques of bringing people together. 

I appreciate the depth of your listening and thoughtful responses to people.

Mike - Well done stepping in to drive the bus home, and for your offer to Preston and Phil to get them home on Friday night.

In action, you came across as a solid team member by contrast to your somewhat reluctant manner when organising. In the beginning keep on moving out towards people, to meet them and let them get to know you a bit. Faith's little brother certainly enjoyed your playfulness with him.

