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LOBBY DIRECTOR TRAINING GUIDE

FOR USE BY INSTRUCTORJCOORDINATOR

Thefollowing guidelinesweredevelopedto assistyou in preparingfor and conducting

Lobby Director Programtraining. The courseagendaappearson page64.

1. ClassSize

The optimum classsize is from ten to thirty participants. In most cases,your

first classwill consistof the primary Lobby Directorand their

supervisor/manager,approximatelyfifteen of each.

Schedulea secondclassto train substitutes. It is bestnot to schedulethe

primary Lobby Directorand the substituteon thesameday, asit may create

a manpowershortageat that office.

If possible,schedulethe classeson two consecutivedaysto minimize set—up

time.
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2. Scheduling

When selectingdates,considerthe following:

A. Room Availability

Checkwith your PEDCfor datesthat rooms areavailable.

B. Availability of GuestSpeakers

You shouldarrangefor high level managersto comein to show

their supportfor the program. Start at the top, with the

GeneralManager/MSCManager. Then,by all means,askthe

DirectorsCity/Field Operationsalongwith theDirector of

Marketingand Communications. If the local APWU strongly

supportstheprogram,considerinviting the local presidentto

addressthe class. Brief yourspeakersand get their

commitment. Assureyour speakersthat you only needthem to

speakfor five minutesor less.

C. Allow Sufficient LeadTime

Allow at leasttwo weeksadvancenotice of the trainingdates

to allow for schedulingof both the lobby directorsand the

supervisors.
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3. Announcethe trainingschedule

Developa letter of announcementof training. It shouldbe signed

by Directors,City andField Operations,sincethe clerksand

supervisorsareundertheirsupervision.

It is difficult for you andyourguestspeakersto be interruptedby

peoplecomingin late, but it doeshappen.Emphasizethe

importanceof participantsbeingon time andallow aboutfifteen

minutesextrafor stragglers. Tell participantsto be thereat 7:45,

i~you are to startat 8:00.

4. Arrangementof theclassroom

You should inspecttheroom you will be using in advance. When

consideringroom size, in addition to seatingfor 35 people,you will

needsufficient spacein the front or on the side of theroom for

about fifteen peopleto stand.

This spacewill be usedin the afternoonfor the role—play exercise.

Have a few extrachairsfor unexpectedguestsand for peoplewho

showup that arenot scheduled.Tip: Providea diagramof how you

would like the room set—upto the PEDC(or to whomeverwill be

settingthe room up for you). Horse—shoeor classroomstyle seating

is preferred. Whateverthe arrangement,ensurethat participants

arecomfortableandthey havea placeto write.
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5. Training•EquipmentandSupplies

— Video CassettePlayer 112” VHS format with largescreen

monitor (the largerthe better)

— Flip Charts(4)

— Agendas

Lobby Director ProgramWorkbooks

— Training Certificates

Videotapes

— TapeNo. I — “We Deliver” commercial

— TapeNo. 2 — “PostalServiceRetail Customer
Perceptionsand Attitudes”

— TapeNo. 3 — “Lobby Director Program”

— TapeNo. 4 — Bob Sommers— “Customersare

PeopleToo”

— TapeNo. 5 — Bob Sommers— “Characteristicsof

ProfessionalSalesPeople.”

— TapeNo. 6 — “Lobby Directorsin Action”

Role—Play PropsandSupplies

— Letter Scale

Prepareand affix the following labels to or write directly on
the envelopeor 3” X 5” card:

— Envelope

— Envelope

“I would like to certify this.”

“I’m not sureif I want to registeror
certify this.”

“This absolutelymustget to my
sisterby tomorrow!”

“I was waiting for this ExpressMail,
is it here?”

Envelope

3849—B
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— Box “I certainlyhopethis
packageis going to be safe.”

— 3” x 5” card Stampsonly (duplicatethis

label 5 times).

— Small paddedbag “Small parcel to Hong Kong”

— Small Paddedbag “My friend would like me to
sendthis COD and shewill
payfor it on theotherend.”

— 3949—B “I’m picking up a COD and
payingby check.”

Envelope “I would like to get a
MoneyOrder. I’ll be
writing a check.”

— 3” x 5” card “I needsomethingto mail

this gift in.”

— 3” x 5” card Customerpostagemeter

— 3” x 5” card “How do I changemy
address?”

COA Card “I just want to turn in a
changeof address.”

— VacationHold “I’m goingon vacation”
(Duplicate3 times).

— Small PaddedBag “Can you tell me how much
postageI needon this?”

— PS3849—B Delivery notice3849
(yellow notice) (Duplicate5
times).

3” x 5” card “Why areyou on this side of
thecounter?”

PS 3849—B “The carrierneverrings the
bell!”
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— 3” x 5” card “Why is this line so long?”

— 3” x 5” card “I maileda packagea monthago and

it wasneverreceived!”

3” x 5” card “I lost my moneyin that dumbstamp

machine. This placeis a rip—off!”
Any other itemsyou would like to

include.

NecessaryForms

Form Number

— Certified Mail 3800

— Registered 3806

— ReturnReceipt 3811

— COD 3816

— Insured 3813

— ExpressMail Label IlA & B

— ConsumerServiceCard 4314—A

— Mail Loss/Rifling Report 1510

— Inter. ReturnReceipt 2865

— Changeof Address 3575

CustomsForms
2966A
2966B
C-i

Vacationhold card

The scaleand theseforms should beplacedon a table designatedas

the work stationfor the Lobby Director. (Usually behindthe

Lobby Directorduring role play).
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6. Refreshments/Food

Considerservingcoffeeand donutsfor breaksand a deli style

luncheon. This is a small price to pay to motivate thegroup. It

will alsomakeyour training go moresmoothly,becauseit is

difficult to get everyonebackwhen theyleavetheroom for breaks

or lunch.

7. Preparations

A. Arrive at leastan hourearly to ensurethe room is properly

set—up.

B. Schedulecoffeeand/ordonuts to arrive at leasta onehalf hour

before the class,as this is whenyour first participantswill

begin to arrive.

C. Check thevideo cassetteplayerand tapes. Testsoundso that

individuals seatedin backareable to hearclearly. Ensurethat

tapeshavebeenrewoundand will start at the right place.

Placethevideotapesin propersequence.

TIP: If possible,haveanassistanton—hand to placethe tapes

in theplayeron cue.
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D. ArrangeHandouts

Decidehow you want to distributethehandouts(agendasand

Lobby DirectorProgramworkbooks). Placethemat each

seat. It’s bestto get this out of the way, ratherthanto wait

for the time wheneachis usedin class.

E. Greeting

Welcomeeachpersonasthey arrive,andhave them sign—in.

Tell them, “The programwill start at 8:00. Meanwhile,make

yourself at home. Therearedonutsand coffeein the back.

Pleasehelpyourself.” If you areproperlyprepared,you will

have time to do this, andit will helpyou relax.

About threeminutesbefore8:00play videotape#1, “We

Deliver” to liven—up the atmosphere.

8. Welcome

Smile, andbe enthusiastic.Standin front of thegroupandsay:

“Welcome to the __________ Division Lobby Director Training

Class! My nameis __________and we aregoing to havean

interestingand fun—filled day learningaboutoneof thebest
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methodsthe PostalServicehasdevelopedto give our

customersthebestretail servicepossible.

“Before we getstarted,I would like to coversomebasic

orientationpoints. (Paraphraseasapplicable).

The restroomsarelocated____. Help yourself to coffeeat

anytime and thereis no smokingin theclassroom.We will be

taking a breakat about10:15 andyou cango the the

designatedsmokingarea located_________,fora smoke,at

that time. Lunchis on usat 11:50 (if appropriate),and we’ll be

endingaround4:30,giving you plentyof time for a safetrip

home.”

9. Introductionof GuestSpeakers

“Todaywe’re going to learnhow to becomeLobby Directors. We

havea fast—moving trainingsessionfor you in which you are the

main participants,andwe arehappyto havewith us today,

(applicablename),

___________ Field Division GeneralManager/MSCManagerand the

Directorof City/Field Operations,who would like to saya few

words. Let’s give (him/her)a big hand!”
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Repeatfor eachsucceedingspeaker,outlining their functional

responsibility.

As eachguestspeakerleaves,start clappingandsay,“Thank you”.

Whenspeakersare finishedyou cansum up their statementsby

saying, “As you cansee,this programis supportedfrom the highest

levels in theDivision/MSC. We arehappyour managersseethe

importanceof lettingourcustomersknow that wecareabout them,

and we want to provide them with prompt, efficient service.”

10. ProgramOverview

A. Introductionof Video # 2 “PostalServiceRetail

CustomerPerceptionsand

Attitudes”

Introducetapeas follows:

We areall awarethat thereis room for improvementin our

retail operations.Our customersarealsokeenlyawareof

this. Thevideo we areabout to seecontainsexcerptsfrom a

PostalServicecustomerfocusgroup. Let’s herewhat our

customershaveto say. (start video)
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B. When thevideo is over, leadthe groupin the following

discussion:

“Do you think this is the way manyof ourcustomers’seethe

PostalService. Haveyou heardthesetypesof remarks?”

Severalpeoplewill respond.

“It is difficult to listen to thesetypesof commentswithout

becomingdefensive. However,ratherthanarguingabout

whetheror not their perceptionis accurate,it is more

important to understandthat this is the way manyof our

customersseeus. We must work on changingtheir

perception.” Note: If at any time during this discussion,the

participantsget off the subjectby trying to place the blame

somewhereelse,get them backon trackby sayingsomething

like: “It isn’t necessarilymorepeople(if applicable)that are

needed,but the effectiveutilization of the peoplewe have.

That’s why we arehere.”
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C. IntroductionVideo#3 — “Lobby Director Program”

Introducetapeasfollows:

“Now wehaveseenthereis a needto give better

serviceto our retail customers.In the next video we

will seehow Lobby Directorscanchangecustomer

perceptionsby providingbetterservice. (Start video

#3).

11. Introductionof Participants

(motivationalicebreakerto initiate groupparticipation)

Haveparticipantsintroduce themselvesasfollows:

“Before we go any further, I would like to know more aboutyou,

becauseyou are the onesthis programis all about. Startingover

here,pleasestand,tell usyourname,title and office. Thentell us

whyyou volunteeredto becomea Lobby Director, or if you area

manager,how you feel that theprogramwill benefityouroffice.”

After eachparticipantspeaks,acknowledgethem with statements

suchas,“Very good, Great,“etc.
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12. Self Affirmation

Leadgroupasfollows:

“Pleasestandup andrepeatafter me.”

I AM FRIENDLY

I AM KNOWLEDGEABLE

I AM PROFESSIONAL

I AM WELL GROOMEDAND

MY UNIFORM IS IMPRESSIVE

I HAVE GOOD POSTURE

I HAVE A POSITIVE ATTITUDE & FRIENDLY MANNERISMS

I HAVE GOODHEALTH

I AM OPTIMISTIC

I AM ENTHUSIASTIC

I AM CONFIDENT

I AM SINCERE

I AM DETERMINED

I AM DEPENDABLE

I HAVE INITIATIVE

I HAVE IMAGINATION

I HAVE MENTAL AGILITY

I HAVE SELF-CONTROL

I AM MATURE

I AM THE BEST

I’M NOT CONCEITED

l’M CONVINCED
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Say: “You may be seated.”

13. Introductionof video#4 — “CustomersarePeopleToo” (Segment

Objective: Building HumanRelationsSkills)

A. Introducetapeasfollows:

“Now we aregoing to start developingthe skills you will needto

be successfulLobby Directors. The tapewe areaboutto see

will discusscustomerattitudesandexpectations,and what

happenswhenwe don’t meet their expectations.

“But, beforeweview the tape,cananyonetell me, Who is our

competition?”

You will probablyget answerssuchasFederalExpress,UPS,

Airborne andotherexpeditedmail services. If no one states

the telephonecompany,newspapersor other forms of

communication,follow—up with this question:

“What businessarewe, the U.S. PostalService,in?”
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You will probablyget answerssuchas:

We are in the mail deliverybusiness.

We are in businessto servethe customers.

We are in businessto move the mail.

If no one sayscommunicationsor the businessof accepting

anddeliveringmessages,follow—up with:

“That’s what we do, but what industryarewe in?”

If no one answers,say:

“Well wouldn’t you agreethat we’re in the communications

industry, thebusinessof acceptinganddelivering messages?”

“OK then,if we are in the communicationsbusiness,who is our

competition?”

Promptgroupfor answerssuchas:

PrivatecourierssuchasFederal,UPS, and messenger.

Privatedoordeliveryservices
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Telephonecompany— (voice messages)

Fax Services— (electronicmessages)

Newspapers— (advertisingmessages)

Television— (advertisingmessages)

Radio— (advertisingmessages)

Billboard — (advertisingmessages)

Electronic fundstransfersystems

Direct deposit

Othernon—messagecompetitionsuchas:

Mail Boxes,Etc. andother lock box and shipping

services.

AmericanExpressandother moneyorder companies.

StationeryStores— (packagingproducts)

Hobby Shops(Philatelicproducts)

Say:

“Keep our competitorsin mind while watchingthe tape,

‘CustomersAre People,Too’. Think abouthow the tapeapplies

to our customers. Pleasetakenotes. Therewill be a quiz at

the end!” (START TAPE)
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B. Summarizetheimportantpoints detailedin thevideo by leading

the following discussion. Ask group:

“What do customerswant from us? He mentionedtwo

categories:”

Answers:

o They want us to bepeopleoriented,caringandempathic.

o They also want us to be proficient at theskills of our

business.

“Turn to page17 of your workbook. Rememberthe characteristics

of the four typesof customerservicerepresentatives?

“What type do you want to be?

“Of course,asa Lobby Director,you want to be theQuality

CustomerServiceRepresentativewho have theproperbalanceof

thesecharacteristics.”
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Ask someoneto readthe characteristics:

Timely Friendly

Efficient Personable

Uniform Interested

Organized Tactful

“When Bob talksaboutbehaviorthat is rewardedis repeated,what

were the four stepshe saidwe asQuality CustomerService

Representativescanuseto rewardour customers?”

1. Give customersyour full attention.

2. Show them that you are interested.

3. Expressa desireto help.

4. Demonstrateyourdesireby your actions.

instructorask: “How do you show that you areinterested?Turn to

page20 in your workbooksand follow alongwith me underthe

sectiontitled:

20



POSTUREOF INTEREST — (readaloud)

1. Leanyourbody everso slightly toward thespeaker.

2. Facethespeakersquarely.

3. Maintain an openposition.

4. Positionyourselfat an appropriatedistancefrom the

speaker.

5. Look them in the eyes.

6. Smile.

7. Arch your neck forward.

8. Avoid looking at externalbarriers.

9. Look interested.

10. Nod yourheadin agreement.

POINTS TO REMEMBER:

o Usecustomers’names

o Give customersLAN YAP — that little extra

o Be honest

o Use thepowerof paraphrasing— Another techniquewe canuse

to show customersthat we are listeningand that we

understandthem is paraphrasing.
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What is a paraphrase,andhow do weuseit? A paraphraseis

oneof themost difficult and leastunderstoodlistening

techniques.It is also a very powerful techniquein developing

rapportwith someone.

Th~paraphraseis composedof four basicbuilding blocks.

1. It is concise.

2. It reflectsonly the essentialsof thespeaker’smessage.

3. It focuseson the contentof the messagewithout the

emotions.

4. It is statedin yourown words.

14. Self—EvaluationExercise

Leadinto theself—evaluationexerciseasfollows:

“To improveourskills asquality customerservicerepresentatives,

we needto constantlyevaluateourperformance.Solet’s take

about tenminutesto completethe self—evaluationon pages21 and

22 of your workbook. Be honest,you are the only one who will see

it.”
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Instructor— End self—evaluationby saying:

“Completethis self—evaluationperiodically to seehow you are

doing and in what areasyou needto improve. Beforeyou leave

heretoday, list on page23, at leastonepersonalcommitmentto

self—improvementundereachheading.

15. BREAK— Announceexact time to be back,or they will linger.

About threeminutesbeforeyou want to startplay the “We Deliver”

videotape. This lets themknow to comeback in, andwarmsthem

up again.

16. Introductionof videotape#5, “Characteristicsof ProfessionalSales

People”. (SegmentObjective: Building ProfessionalSelling Skills)

A. Instructor— Introducetapeasfollows:

“Earlier this morning we workedon developingourcustomer

relationsskills, becausewe areall customerservice

representatives.We are alsosalespeople.Now we aregoing to

developselling skills. You will needa partnerfor theexercise,

so everyonechoosea partnernow.

Now Bob discussesselling skills in “The Characteristicsof

ProfessionalSalesPeople.” (Start videotape)
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B. Exercise

StoptapewhenBob tells everyoneto get with their partners.

Say to group: “Get with your partners,listen carefully and

follow Bob’s instructionsfor this exercise.”

C. Summarizetapeby recappingthe majorpoints and completing

exercisesin theworkbook.

Ask: “What were the four characteristicsof professional

salespeople?”

Promptgroupfor thefollowing responses:

1. Strongdesireto want to helpand assistotherpeople

2. Empathyfor otherpeople

3. Resilienceto bounceback from rejection.

4. Desire to accumulatespecializedknowledge.
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Instructor— Ask group: “Do you feel that asLobby Directoryou

needto possessthesecharacteristics?”

“Let’s takea closerlook at a few of thesecharacteristics.”

Empathy

Sometimesit is difficult for us to emphasizewith our customers

becausewe hearthe sametypesof complaintsor concernsfrom

so manycustomersthat it becomesroutine. For example,at

the first of the monthwhenSocial Security,pensionand welfare

checksdon’t arrive,we may turn a deafear to thecustomerand

say,“They didn’t comein, I don’t know wherethey areor, There

is nothing I cando about it.”

Stop andput yourself in the customer’splace. What if you lived

from paycheckto paycheckandon paydayyou askedfor your

check,andyour supervisorsaid, “It didn’t comein, I don’t know

where it is, and thereis nothing I cando aboutit.” How would

you feel?
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If you look at the situationfrom the customer’sperspective,you

would havehandledthe situationdifferently, wouldn’t you?

Althoughyou maynot be ableto solve the customer’sproblem,

you canmakethem feel a little betterby showingthat you

understandhow they must feel and that you careabouttheir

situation.

How couldyou show the customerempathy?

Promptgroupfor statementssuchas:

“I can imaginehow you must feel. I’m sorrybut the checks

didn’t comein. We contactedthe Social Security

Administration. Theywere late mailing them out ...“ or state

somepositive actionyou havetaken.

Resilience

You must haveresilienceto stayin the lobby. Customerswill

sometimestaketheir frustrationsout on you. But with

resilienceyou will be ableto bouncebackandremaina

professional. Thebest sourceof resilienceis: “Believing in

yourproductsandbelieving in yourservices”.
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TheU.S. PostalServiceis the bestand largestmail servicein

theWORLD! It’s important that you believeyou offer thebest

service. Nevermakecommentssuchas“If you think this is bad,

you shouldseewhat goeson in back,” or “I know thosecarriers

are lazy, but whatcanI do?” We must supporteveryaspectof

theservicebecauseit is an extensionof us. Pride in your

servicewill give you confidenceandresilience. Giving good

servicewill commandyourcustomer’srespect. Finally, when

things do go wrong, ie., whenyou mustdeal with andifficult

customer,don’t dwell on it. Do thebestyou can,thenlet it go.

Desireto AccumulateSpecializedKnowledge

It’s the ability to give aboveandbeyondwhat is requiredof

you. This will go a long way in developingand maintaining

excellentcustomerrelations. Find out what information will be

helpful to yourcustomersin particular,suchas: the locationof

public restrooms,public phones,andgoodplacesto eat. A

medium—sizedmailer maynot be familiar with customer

meters,or bulk mailing.
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Be creativeand try to anticipatetheir needs. If your office has

frequentcomplaintsaboutchecksnot beingreceived,find out

the proceduresof the agenciesfor replacingyourcustomers’

checks. Just think of therelationshipsyou candevelop! Not to

mentionchangingtheperceptionthat customershave,that we

don’t care.

Another way to accumulatespecializedknowledge,is to become

a studentof retail. Study the serviceprovidedby other

retailers. Whatsare their positives— the things that makeyou

want to go back? Makea list on page31. What are the

negatives?Make a list on page32. Adapt the positivesto your

situation. Eliminate the negativesfrom yourbehavoir.

The Lobby is Your Stage— “Lets talk a little further abouthow

the characteristicswe just discussedaredisplayedwhenwe

interactwith customers.At Walt DisneyWorld, theyusethe

term “ON STAGE”.

What this meansto all the employeesof DisneyWorld is: All of

thepark that is in thecustomer’sview is considered“ON

STAGE”. The tunnel and areasunderDisneyWorld that are

restrictedto employeesonly, areconsidered“OFF STAGE”.
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Whenevera castmember(not calledan employee)is “ON

STAGE” he/sheis alwaysin costume(not calleda uniform) and

is always“in character”(i.e.,playing their role). In the Postal

Service,we alsohavea stage. It is the lobby which extendsto

the bafflescreenand all areasin thecustomer’sview.

As a Lobby Director, you arean actorperforminga role. When

you are in the lobby, you are“ON STAGE”. Whenyou areon

“ON STAGE”, you, like anactor, arealways in uniform and in

character.

Evenwhenyou’ve had a bad night anda flat tire that madeyou

late for work, theshow mustgo on. Leave thoseproblems

backstage.Keepyoursunnydispositionandyoursmile in a

specialplacenear thedoor and makesureyou put it on before

you go “ON STAGE”.

Whenyou areon stage,the most importantpersonin the whole

world is who? Your audience/yourcustomer.

Your customersshouldneverseehow badyourdayhasgoneor

know aboutyour personalproblemsat homeor at work, nor

should they know by your reactionthat theyare the fourth

persontoday,who hasaskedwhat seemslike a dumb question.
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17. ReadingEmotions

As a Lobby Directoryou havemanydemandingroles to play. These

roles will dependuponyourcustomers’needs,wants,andemotions.

You mustbe able to read theseemotions. Turn to page24 of your

workbookand follow alongwith me.

Therearefive basic emotionsa customercanexpress. If you can

determinetheir emotionalstateandrespondproperly,you will be

very effectiveat solving their problem. On theotherhand,if you

misjudgetheir emotionalstate,andrespondimproperly, troubles

may abound. The following is a list of the five basicemotional

states.

1. Friendly

2. Natural

3. Emergency

4. Angry

5. Overburdened

Now takea few momentsto completethe exerciseon page25.

Match the emotionwith the properresponse.
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Instructor: After the first few peoplelook up, ask,“Is everyone

finished? Do youneedmore time?” If anyonesaysyes,ask,“Are

you finding it difficult to selectone responsefor eachemotion”? If

theysayyes,say“No one saidtherewasonly onecorrect

response.”Wheneveryoneis finished, say,”let’sgo throughthem

together”.

What would be the appropriateresponseif the customeris in the

following emotionalstates.

Emotion Response

Friendly? Natural, cheerful

Cheerful? Natural, cheerful

Natural? Natural, cheerful

In an Emergencystateof mind? Urgency/reassurance

Angry? Urgency/reassurance/

concern/sympathy

Instructors— Ask, “Would cheerfulbe an appropriateresponseto

angry?Why not?”

Overburdened Urgency/reassurance
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As a Lobby Directoryou will no doubt run into all of theseemotions

at one time or another. Don’t be fooledby thinking that anyone of

your customerswill not feel theseemotionswhile they’re with you.

They may try to hide their feelings,but it is in your bestinterestto

quickly identify, acknowledgeand work with yourcustomerasthe

situationdemands.

18. HandlingComplaints

This is oneof the most difficult componentsof lobby directing, but

with tact,you will be ableto handleirate customerswith expertise

andease. Follow thesebasicrules:

RULE # 1....Don’t makeexcuses.

If there is evera time to keepyou mouthshut, it’s whenthe

customeris angry. TheprofessionalLobby Director will

approachthis situationwith the attitude that this is an

opportunity to show how goodwe are. It is a challengefor me

to becomethe hero.
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If a doctorcut Out your kidneyratherthanyour appendix,would

you like to hearhis excuses?Will it bring backyour kidney?

When a customeris angry,he is no mood to hearexcuses.

RULE #2...Showyoursincerity.

If a customerhasa complaintaboutyour service,hewants to

talk to someonewho cares. If you aresincereabouthis

problem,let him know by listening to what he hasto say. If you

aren’tsincere,he will call someonewho is, yourbossor our

competitors.

RULE #3...Neverbelittle a customer’sremark.

Sometimesour first reactionto a customercomplaint is,

“What’s he all excitedabout,a lot worsethings happen

everyday”? Maybe that’s true,but yourcustomerconsidershis

problemthe most importantthing to him at that time. That’s

why you must neverbelittle his problem. If he feelshe hasa big

problem,you canbecomea big problemsolver for him.
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RULE # 4.. Thecompetitionis waiting.

Our competitionknowsaswell as we do that no one is perfect.

So they’ll be readyto stepin and takeover the minute we fail

to handlea complaint to the completesatisfactionof our

customers.Here is a reviewof somebasicstepsto follow to

keepthem from calling our competition.

1. Be speedyand tactful.

2. Never argue.

3. Set their mind at ease.

4. Reachan equitabledecision.

5. Follow through.

Whenhandlingcomplaints,usethe skills you havelearnedtoday.

Demonstratea desireto helpandshow empathy. Offerspecialized

knowledge. Always remember,if a customercomplains,it’s

importantto them. Put yourself in their shoes. Look at the

situation throughtheir eyes.
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Therearea numberof otheractionsyou cantaketo makea

customerfeel better. For example,you canwrite down their name,

addressand phonenumber,speakto the carrier, or supervisorand

put up a notice to watchfor their mail. As a professional,you

shouldgatherspecializedknowledge.In the caseof the missing

SocialSecuritycheckthat we discussedearlier, takea momentand

call, for example,the Social Securityor WelfareOffice andfind

out what alternativesyour customerhaswhena checkhasnot been

received. Someagenciesoffer emergencyfunds. Justthink what

this would do for an irate customer!

Anotherexcellent tool for handlingcomplaintsis touch. This

methodis very effective,but shouldbeusedwith careand

discretion. It is known fact that a gentle touchwill calm tension.

Just a soft touchon the hand, arm,or perhapsthe backcan

introduce to an irate customera totally different level of

communication. It says“I careaboutyou.” Keep in mind this

methodwill not work for everycustomer.
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ConsumerServiceCard

(Show the groupthecard)

Doyou know what this card is? This is a ConsumerServiceCard,

asopposedto a complaint card. This cardis a useful tool for Lobby

Directorsand hasmanyusesother thancomplaints. Whenyou have

any information to write down, it shouldbe recordedon a Consumer

ServiceCard. If it is simple informationupon which you will follow

up later with the carrier, manageror throughresearchyou will

conduct,write the informationon this card. It will giveyou all the

necessaryinformationin a well—organizedmanner. Remember,if a

problemcan’tbe resolvedin the very sameday, a Consumer

ServiceCard shouldsubmitted. Your customerwill feel that

someoneis taking careof their problem. You cansaysomething

suchas, “I know how importantthis is to you, and that’s why I want

to helpyouby taking a minute to write downeverythingyou told

me. I will makesureit gets in the right handsandthat problemis

corrected.” By all means,do takecareof the problem,because

that sameirate customerwill be back to seeyou if therehasbeen

no follow—up.
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Sometimes,you mayhaveto excuseyourselfwhenyou arewith a

customer,andcomebackafter you haveaddressedthe

out—of—control customer.We havea habit of punishingthe irate

customerbecausethey arenot acting astheyshould. However,it

is mostimportant to defusethis anger,becauseangeris contagious.

Mail Loss/Rifling Report

Show thegroup PSForm 1510 (tracing form).

This is anothertool which shouldbe usedto help in resolving

customercomplaints. Remember:whenhandlingcomplaints,be

honestwith your customers. Don’t promiseanything that you

can’tdeliver. And alwaysfollow—up. Whenyou havemastered

thesetechniques,you will find it mucheasierto dealwith

customercomplaints.

19. Role Play — Equipment and Set—Up

This segmentof the training sessionwill requireadvance~

preparation. You haveallowedspaceto form a mock customerline

which canbeviewedby the entireclass. Organizethepropslisted

in section6.
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20. Lunch— Announcethe exacttime to be back. About threeminutes

beforeyou want to start,play the “We Deliver” videotape. Note: If

the classwill begoing out to lunch, askthem to evaluatethe

serviceat lunch. Ask a coupleof peopleto describethe service

they receivedat lunch.

21. Roleof the Lobby Director

When the classis settledin andyou havetheir full attention,give

an overviewof the role of the Lobby Director. Say: “What is the

role of a Lobby Director? Pleasewrite thesedown.

As a Lobby Directoryou perform threemajor functions.

1. Improve theQuality of CustomerService

This is first and mostimportant, becauseour main
function asLobby Directorsis to improvethequalityof
customerservice,ratherthanto speedup thelines. It’s
more importantthat you greet the customerand address
their needsimmediatelythanto speedthem throughthe
line.

2. RelieveStress

You will relievestressfor the customerwho enterswith
a problem,simply by beingthereto assistthem. You will
relievestressfor yourco—workersby assistingcustomers
in preparingtheir mail, and defusingtheir angerbefore
theyreachthe window.

3. Speed—upLines

You will speedup the lines, but that is not your first
priority. Don’t sacrificedispensinggoodinformationand
resolvingmailing needsto movethroughtheline rapidly.
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22. Appearance— Is Important

As a Lobby Director, you areviewedasa professional.Your

appearancewill play a majorrole.

(Provide informationregardingthe wayyourdivision will be

handlinguniforms. Refer to page12 of the workbook.)

Your make—up,hair andjewelry shouldbe appropriatefor business

(conservativeand neat). Your fingernailsshouldbe clean,well

manicuredandbeof reasonablelength. Your uniform shouldbe

cleanand pressed.Blue jeansand tennisshoesarecompletely

inappropriate.

When youproject a confident,professionalimage,customerswill

feel confident that you will be able to help them. They will treat

you asa professional.

23. Lobby Director is not an easyassignment.

Being a Lobby Director is very hard work. It may appearto be

glamorousandfun, but the truth is, it is very hardwork, physically

and mentally. Angry customerswill taketheir frustrationsout on

you and becomevery demanding. If hard work is not a partof your

make—up,this job is not for you.
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24. Lobby Director is a rewardingassignment.

Lobby Directing on the otherhandcanbe very rewarding. If anyof

you haveany hopesof advancingyourcareers,Lobby Directing is

an excellentstepin that direction. You aredevelopinggoodhuman

relationsand communicationsskills. Theseareskills that arepart

of the qualificationsfor all EAS positions.

25. TeamWork

You areencouragedto build teamwork. This is importantbecause

you will needthe supportof yourco—workersto makethe program

work. Without their support,you aredoomedto fail. The very first

stepyou will makein putting this programintoplacewill be to

havea clerk’s meetingincluding theStationManagerand/or

supervisor. In this meeting,you shoulddiscussyour gameplanfor

success.You shouldplan methodsof handlingpackagingproducts,

opening“StampsOnly” windows and communications

betweenthesupervisor,Lobby Directorand clerks.
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26. Daily Procedures

Beforegoingout into the lobby the first thing a well—prepared

Lobby Directorwill do is: (Show on flipchart)

A. Setup cashdrawer.

Youshouldbe set—upyou cashdrawerasthoughyou were going

to work the window.

B. ReplenishLobby Directorssuppliesandrefill form holders.

Lobby Director’s work stationsshouldhaveall necessary

supplies(Seepage14 of your workbook). Discusswhat

equipment,ie., mobile cart will beprovided. Discussthe

handlingof packagingproducts.

NOTE: Packagingproductsshouldbe madeavailableto Lobby

Directors. The Lobby Director canwrite in the uppercorner

thepriceof thepaddedbagor envelopeto alert theclerk at the

counterto chargefor the item. This allows customersto

preparetheir mailing before theyreachthe window.
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C. Check stampmachine.

Ensurethat it is stockedandoperational. Becomefamiliar with

what denominationsit will takeand checkdaily by testingit

(savingstampsof course)to seethat it is in goodoperating

condition. Many times whena machinedoesn’twork, it is

becausethe customerdoesnot know how to operatethe

machine. If the machineis out of order,placea professional

out of ordersign on it and inform manageror the responsible

person.

D. Police the lobby

Disposeof anydebriscustomersmayhaveleft on writing tables,

etc. Throughoutthe dayyou shouldgive this attention.
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27. When to go out in thelobby

“As a rule of thumb— Go out into thelobby whenthenumberof

customersin line exceedstwo times the numberof clerksserving.

You, or others,mayfeel therearenot enoughclerkson the

windows for you to goout into the lobby. This feeling is influenced

by old habits. Whentherearefour clerksat the window,and one

clerk closeshis or her window andgoesinto the lobby, how many

clerksareservingthe customers?Therearestill four clerks

servingcustomers.A Lobby Director is still a window clerk, andis

performingmore functionsthanthe clerk at the window.”

In a busyoffice with four clerks,oneclerkcould effectively closea

window, enterthe lobby, and expediteevery transactionby getting

the customerspreparedbeforetheyreachthe window. As Lobby

Director,you will addressthe line andmeet the greatestdemands

first. This processdefusesthe angerof customersand eliminates

unnecessarywaiting for itemssucha vacationhold, andchangeof

address.You will be amazedat the effect you, one person,can

haveon a situationlike this. Whenyou havedoneall that you can,
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leavethe lobby, return to your window andopenfor “All Services”

or “StampsOnly”.

28. TransactionScriptExercise

Ask “What are theelementsof a salestransaction?”

A. Greeting

This is your initial welcomeof the customerto your postoffice.

Make a good first impression.

Greeteachcustomerastheycomethroughthedooror asyou

approachthemin line.

Smile, andlook eachcustomerin theeyeasyou greet them

usingphrasessuchas:

“Good morning,or “Good morningMr/Mrs/Ms (Customer’s

Name)”, if known.
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“How areyou today?”

“How maywe helpyou today?”

NOTE:Personalizingyour greetingby using thecustomer’sname

demonstratesyour interestin them. You acknowledge

them asan individual, not just anotherface. Sometimes,

you canspot their nameon their check, letteror parcel.

B. Determiningcustomerneeds.

You determinecustomerneedsby your observations,questions

and listening to the answers.

Look for visual clues,suchasthe customeris carryinga parcel,

letter, yellow slip, etc.

Try to assisteachcustomerin line, regardlessof whetheror not

the customerappearsto needyour assistance.This canbe done

by askingthe customer,“May I checkyour mail to seeif it is

preparedso it will be readyto go whenyou reachthe window?

That will saveyou some time!” (Smile asyou arespeakingto

the customer).
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Questionsshould be usedto obtain the information that is

neededto assistthecustomerin selectinga productor service.

C. Suggesting

Suggestingtheproductor servicethat bestmeetthe customers’

needs.

After you identify thecustomermailing needs,suggestthe

productor servicethat best meetstheir needs. The Lobby

Director shouldbe well—versedand preparedto give

suggestions/recommendationson all theservicesweoffer.

Remainflexible in proposingsolutions.

Focuson thebenefitsthat theproductor serviceprovidesto the

customerratherthanthe featuresof theproductor service.

Tell the customerexactlyhow the productor servicewill meet

their needs.

D. Overcomingobjectionsor concerns.

The customermay be unsureof the proposedsolution. By

observing,questioningand listening, you canovercomethese

concerns.
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To offset their concerns,you mayneedto provideadditional

information. Stressthe benefits. Offer alternativesif

necessary.

E. Value—addedselling

You canadd additionalvalue to theoriginal purchaseby

offering additionalproductsor servicesthat are linked to the

original purchase.Thesemay include:

— Returnreceipt

— Delivery to addresseeonly

— Insurance

— Additional paddedbagsfor their office

— Stampaffixer.

F. Closing

Obtainingagreementfrom the customerto makethepurchase.

Thankingthe customeror telling them thenext step, i.e., “the

next availableclerk will helpyou”, etc.

G. Follow—up

If somethingremainsunresolved,suchasa complaintor inquiry,

by all meansfollow—up.
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Theseare the basicelementsof a salestransaction. You musttake

yourcuefrom the customerto know which elementof thesell

needsyourattention.

“Let’s practicedevelopinga transactionscript.”

Breakinto four groups.

Tell groups“selecta scribe.”

As a group, developa script for a good transactionfor the following

situations.

Group I — A customeris standingin line with a parcel.

Group 2 — A customeris standingin line with a letter. Note the
customerdoesn’tknow how theywant to sendit.

Group 3 — A customeris standingin line to return anarticle they
purchasedby mail order.

Group 4 — A customeris standingin line with a birthdaypresent
that is gift wrapped.

You haveten minutesto completethis exercise. Selecta

spokespersonfor yourgroup.

After ten minutes,or after all groupsarefinished,say: “Okay,

which groupwants to go first?”
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Allow eachgroupto presentand critique their own script first.

Thenask: “Can you think of anyways to improvethis script?”

Go througheachgroup’sscript.

(Refer to the “Quick Fixes” Guide for tips.)

29. Introductionof videotape# 6” Lobby Directorsin Action”

Instructorintroducesthe tapeasfollows:

“Now that you have the tools to work with, wearegoing to practice

applying them to everydaytransactions.It will takea few daysfor

you to becomeproficient at lobby directing,after that it will

becomea wayof life to you.

To showyou how quickly Lobby Directorscanmovea line and what

they feel are the most difficult aspectsof theirjobs, lets takea

look at some Lobby Directorsin action.”

SHOW VIDEOTAPE #6.
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30. Role—PlayExercise

You havealreadyset—upfor the role—playduring lunch.

Say: “Before we get startedwith the role—playexercise,takea

few minutes to review the Lobby Director Evaluationon

pages47 — 50 of your workbook. It providesa summaryof

thedutiesof the Lobby Director.” Allow about5 minutes.

Say: “Now I will play the role of Lobby Director. I’ll needsome

volunteersto act ascustomers.”

A. Haveyourassistant,or someoneselectedfrom the groupto help

you passout the mail props. Instruct the studentsasfollows:

“Comeup, form a line, andplay the role of a customerusing the

information on theprop. Improvisethedialogue.” The props

shouldbe divided into four categories:Iratecustomers,stamps

only, noticeleft PS Form 3849—B andcommontransactions.

Thesecategoriesshould be intermingled. Transactionsshouldbe

introducedto focuson a specificpoint. For example,the Lobby

Director hasassessedthe line and PS Form 3849—B (notice left)

is the most demandingsituationin line. This is whatyou will

address,and by doing so, the line will be quickly shorten. This

also appliesto “StampsOnly”. Irate customersareaddressed

immediatelybecausethey are the most demandingand visible

situationat the time.
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In your demonstration,try to move throughtheline rather than

waiting in one spot for the customersto get to you. Try to size

up the line and move it downdramaticallyto show them how

effectively a Lobby Directorcanhandlea line.

B. Participantsrole play asLobby Director

After you havedemonstratedthe techniques,selectparticipants

to act asLobby Directors. After eachtransaction,you and the

audienceshouldcritique what hastranspired. Emphasizethat

this is not a demonstrationof how quickly the Lobby Director

canreducethe line, but to learnhow to handletypical

situations. (Refer to “Quick Fixes” Guide for moredetailson

critiquing.)

For example,in one situationthecustomercomplains: “The carrier

didn’t ring thebell. I had to comeall the way downhere to pick up

a parcel.” Thecustomerhasalreadyexperiencedan unfavorable

situationwith theU.S. PostalService. Now we could tell this

customerthat they must comeback,becausethe carrierhasnot

returnedfrom theroute. However,therearea numberof

alternatives: one is to inform the customerthat theycancall the
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stationbetweenthehoursof 7:00and 9:00 AM and requestthat the

carrierredeliver theparcel. You could also go in thebackto seeif

the carrier hasreturnedwith the parcel. You cantakethe

informationand seethat the carrier is notified to redeliver the

parcel. Thepoint is to be creativein our solutions. Allow each

Lobby Director to addresstwo or threecustomers,thenselect

anotherLobby Director. Everyonein the classshouldhavea turn

asa customeror Lobby Director. If the classis smaller,everyone

shouldhavetheopportunity to act asLobby Director. You may

concludethis segmentwhenall exampleshavebeendemonstrated.

You may want to go throughsomeof them more thanoncefor

practice.

31. BREAK — After 1/2 hourof role—play, takea break. Announce

exact time to beback,or they will linger. About threeminutes

beforeyou want to startplay the “We Deliver” videotape.This lets

them know to comebackin, and warmsthem up again.

Completerole—play exercise.

Say: The Quick Fixes Guide on pages33 — 38 providestips on

handlingsomecommontransactions.

32. Q & A — “Are thereanyquestions?”
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33. Wrapup — Discussprogramcoordinationasfollows:

“The Lobby Director ProgramTeamincluding theArea

Coordinatorsand myselfwill be availableto assistyou, onceyou

haveimplementedtheprogrambackat youroffice. Using the

Lobby Director Evaluation,we will visit youroffice to observethe

programin action,offer adviceand assistanceto you and your

manager. Now, I would like you to meetthe“TEAM”. For the -

(AREA i.e.. “Northwest Area), lets hearit for (NAME) , —

(TITLE) , (OFFICE) “(Applaud andrepeatfor each

coordinator). Area Coordinatorsshouldoffer a brief messageof

encouragement.Offering a challengeto bebetterthat the other

areaswould be appropriateto sparka competition. “Pleasedo not

hesitateto call your Area Coordinatoror myself if you haveany

questions. Our numbersare listed on the flip chart”.

34. Graduation.

Earlier today, I askedyou to makesomepersonalcommitmentsfor

improvementturn to page23. Getwith thepartneryou had eailer.

Tell yourpartneroneof your personalcommitments.

Call eachparticipantup to the front, shaketheir hand,

congratulatethem, andpresentthem with their certificate. A

grouppicture would be appropriate.
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LOBBY DIRECTOR
QUICK FIXES GUIDE

The following aresomeof the waysdifferent situationscanbehandled.
Thesearesuggestions,aseverysituation is uniquejust asa Lobby
Director’sstyle and thecustomer’spersonalityareunique.

o StartingOut.

Anytime throughoutthe day, whenthe needarises,the Lobby
Director entersthe lobby. Start when.thenumberof customers
in line exceedstwo times thenumberof clerksserving. If a line
of customersis alreadyforming, get thecart of suppliesand
startat the beginningof the line andgreeteachcustomerone
at a time. Smile, andlook eachcustomerin the eyeasyou
greetthem usingphrasessuchas:

“Good morning,or Goodmorning Mr/Mrs/Ms (Customer’s

Name)”, if known.”

“How areyou today?”

“How may we helpyou today?”

Greeteachcustomeras theycomethroughthedooror asyou
approachthemin line. Try to assisteachcustomerin line
regardlessof whetheror not thecustomerappearsto needyour
assistance.This canbedoneby askingthe customer,“May I
checkyour mail to seeif it is preparedso it will be readyto go
whenyou reachthe window? That will saveyou sometime!”
(Smile asyou arespeakingto the customer).

The Lobby Directorshouldbe well—versedand preparedto give

suggestions/recommendationson all the serviceswe offer.

o CashManagement

Early in themorningwhencashreservesare low, keeptrackof
which clerkshave thelargersumsof cashsocustomersarenot
sentto a window with insufficient change. After finding out
what the transactionwill be, askcustomer,“will you be paying
by cashor check”. If paymentis by cash,ask“What amount will
you be tendering?” If the amountto purchaseis small and the
customerhasa twentydollarbill, advisethecustomerwhich
window haschangeavailable. (Note PB article 5—26—88,
“ManagingCash”allows clerk(s)$100.00undercertain
conditions.)
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o CheckApproval

If a customeris payingby check,the Lobby Director

should look at the Check Register(Bad Check List).

Oneform of identification is necessary.Write it on the
checkalongwith your initials. The checkwill be
pre—approvedwhencustomerreachesthe window.

o Registered

Determineif registeredis the typeof serviceneeded
(manycustomersdon’t know the differencebetween
registeredandcertified). If necessary,explainboth
services. If the customeris surethat registeredis the
servicetheyprefer,ask“would you like proofof
delivery?” (explain returnreceiptservice). The Lobby
Directorshouldensurethat the forms arecompleted
correctly and the item is properlywrapped. If not offer
necessaryitems to fix it.

o Certified

Give the customerthe necessaryformsandexplain the

proceduresfor propercompletion.

Make surethat the customerknows the difference
betweenCertified and Registered.Remember:only mail
bearingFirst Classpostagemay be certified. Checkto
seeif theyneedproofof delivery (returnreceipt). Explain
the optionson thecard.

o ExpressMail (Mailing)

The Lobby Directormay give the customeranExpress
Mail label and containerif necessaryso that theymay
completethe label andpreparethe mailing prior to
reachingthe window. If thecustomeris uncertainabout
the properproceduresfor completion,the Lobby Director
canassistwith the preparation.

If theoffice hasa dedicatedExpressMail Window
customerspurchasingExpressMail may godirectly to that
window without waiting.

If there is no dedicatedExpressMail Window, theLobby
Directorshouldassessthe line to determinehow many
customersarewaiting to purchaseExpressMail.
Inobtrusivelyattemptto get thesecustomersserved
quickly by settingup a window or openinganExpress
Window andacceptingthemail. This maybedonein
conjunctionwith acceptingstampsonly transactions.

• Avoid causingbad feelingsamongothercustomers.
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o ExpressMail (Pick—Up)

Justasin handling pick—up notices,the Lobby Director
retrievesthe item andhasthe customersign for it. Check
to seeif othersneedto pick—up also.

o Parcels

The Lobby Directorshouldcheckthe customer’sparcel for
properpackaging,ZIP Codeand completeaddresses.If
theparcel needscorrection,he or shemaydo so in line or
on the rolling cart. The Lobby Directorcansupplyany
necessaryequipmentand instructions.

If a customerhas to leavethe line, the Lobby Director
shouldspeakto the personbehindthem and say,“This
customerwill be right back, will you pleasehold his/her
placein line? Thankyou!”

o Insurance

Ask customer:“How muchwould you like to insure this
for?” Explainoptions, limits, costs,provideforms, and
assistcustomerin propercompletion. Offer proofof
delivery (returnreceipt).

o MerchandiseReturnService

Explain to the customerthat no insuranceis provided.
Provideformsand assistthe customerin theproper
completion.

o StampsOnly

If theoffice is very busyand a StampsOnly window is not
alreadyset—up, the Lobby Directorshouldassesstheline
to see if severalcustomerswould like to purchaseonly
stamps. If necessarythe Lobby DirectorscanopenStamps
Only Windowsthemselves.

The Lobby Director canaskthecustomersin line, “How
manyof you would like to purchasestampsonly?”

The Lobby Director should not pull stampsonly customers
out of line and placethem in front of othercustomers.
Ask the stampsonly customersto remain in line until you
determinewhat arrangementswill be madeto purchase
stampsonly. Be alert, and try to balanceit so that a
customerdoesnot end up beingservedlater thanthey
would haveif theyhad remainedin theregularline.
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When ready,the Lobby Director canask“Will the next

personin line for stampsonly, pleasecometo thecounter”.

— or —

“Startingwith thenext customerin line, one personat a
time (Please),I’m openfor stampsonly.”

Note: If therearecustomerswho would like to
purchasejust a few stampsthe Lobby Director
maysuggesttheyusethevendingmachines.

I. Make surethe machinesareoperable,
beforethesuggestionis made.

2. Know exactlywhat stampsare
available in the machine.

o InternationalMail

The Lobby Directorshouldcheckthe Internationalpiece
to ensurethat it is properlyaddressed.Occasionally
foreign customersreversethe FROM and TO addresses.

Checkfor propercustomforms andpackaging.

o C.O.D. (Mailing)

Supply theC.O.D. forms, if necessaryexplain the

procedurefor completion.

Make certainthat thecustomerunderstandsthat heor she
must paythe C.O.D. Postageand C.O.D. Feeat the time
of mailing the item.

o C.O.D. (Pick—up)

If a customeris in line to pick—up a C.O.D. the Lobby

Director may acceptchecksfor C.O.D.’s.

Makesurethat the checkis madepayableto thesenderof

the C.O.D.,not to the PostalService.

If the~ustomer is payingin cash,he or sheremainsin the

line to be servedby a window clerk.
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Make certainthat the customerknows theymust:

Payback the C.O.D. Postage
Payback the C.O.D. Fee
Pay the cost of the item.

o MoneyOrders

The only assistancethe Lobby Director canprovide is
informationon moneyorder fees. Ensurethat the
customeris planning to pay in cash.

o PackagingProducts

If a customerinforms the Lobby Director that he/she
would like to purchaseone or morepackagingproducts
(paddedbags,boxes,etc.) the Lobby Director shouldgive
thepackagingproductsto thecustomerswaiting in line.

o CustomerPostageMeters

MeterSettingproceduresmaydiffer from office to
office. Manyoffices havea designatedclerk responsible
for settingmeters. If the urgencydemandsand time
permits, the Lobby Director may set a meter. If you take
severalmetersfrom customerswho normally comeback
for them, let the customersknow whentheywill beready.

o Refunds— ExpressMail or Other

Dependingupon the typeof transactionthe refund is for,
the Lobby Director may providethe customerwith PS
Form 3533 Application for Refund,so they maybegin to
fill in the necessaryinformation. Checkdocumentation.

TheLobby Directordoesn’tgive refunds. Any customer
seekinga refundremainsin line (with theproperforms
alreadycompleted),and waits for thenext available
window clerk.

If a customeris filing a claim for reimbursementon
insuredmail, he shouldremain in line to be servedby a
window clerk.
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o Changeof Address

Explain theprocedurefor completingthe form. Checkit
for propercompletion,and makesurethe effectivedate
of the move is indicated. Takethecard from the
customerand makesure that thechangeof addresscard is
placedin thedesignatedareaor given to a supervisor.

o VacationHold

Check theVacationHold for propercompletion. Verify

the startingand enddateswith thecustomer.

The Lobby Directorcanacceptthe VacationHold request;
heor sheshould makesurethat the requestis placedin
thedesignatedareaor given to a supervisor.

o WeighingMail

Have a small scaleavailablefor letters. Customersmay
be ableto purchasestampsin vendingequipmentor
stampsonly line.

If parcelscaleis available,clerk mayassistin weighing
parcels.

Oncestampshavebeenapplied, the Lobby Director can
placethe item in theappropriatehamperor handit over
to the window clerk who will place it in thedesignated
hamper.

o DeliveryNotice/Reminder/ReceiptPSForm 3849 (Pickup
Notice)

If the Lobby Directornoticesthat severalcustomershave
yellow slips, he/shecancollect two to four noticesat a
time.

The Lobby Director should askthe customersto wait in a
convenientplacein the lobby.

o ZIP Code

A parcel requiresa ZIP Code. Advise customersit is a

good ideato useit for all other mail too.

Sometimescustomersare lost in the ZIP CodeDirectory,
if possible,quickly explain how it is arrangedwith smaller
cities with one codeat the beginningof the stateand
largercities aresubsequentlylisted alphabetically,then
by P.O. Box and street. Familiarizeyourself with all the
usesof thebook and it will help you often.1
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Lobby Director Evaluation

PostOffice: Date Time______

Lobby Director Supv./Manager

GeneralObservations

1. Is the Lobby Director in properuniform? Is the uniform cleanandpressed?

2. Is he/shewell groomed?

3. Has the cashdrawerbeenset up?

4. Has the lobby beenpoliced to disposeof anydebriscustomersmayhaveleft on
writing tables,etc?

5. Are writing tableswell—stockedwith mailing forms?

6. Doesthe Lobby Director havea work station that is stockedwith all necessary
supplies(including retail products)to assistcustomersin the lobby?

7. Is vendingequipmentstockedandoperational? If the machineis out of order,
hasa professionalout-of—ordersign beenplacedon it, andhasthe manageror
theresponsiblepersonbeeninformed?

COMMENTS:________________
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Lobby Director Evaluation

Observationsof the Lobby Director in Action

Doesthe Lobby Director:

1. Quickly (without askinga supervisor)go into the lobby whenthe numberof

customersin line exceedstwo times thenumberof clerksserving?

2. Smile and greeteachcustomer?

3. Try to assisteachcustomerin line regardlessof whetheror not the
customerappearsto needtheir assistance?

4. Move down theline to assistcustomersratherthanwaiting at theheadof
thequeue?

5. Identify customermailing needs?

6. Recommendthe servicesthat bestmeet the customer’sneeds?

7. If necessary,explain the featuresandbenefitsof our variousservicesto

assistcustomersin selectinga productor service?

8. Ensurethat customershavethenecessaryforms andthat theyare

properlycompleted?

9. Checkto seeif parcelsarewrappedproperly andhelp customerswrap

packagesto meetmailing requirements?

COMMENTS:~
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Lobby DirectorEvaluation

Observationsof the Lobby Director in Action

Doesthe Lobby Director:

10. Provideretail products,i.e.,paddedbags,boxesetc.,allowing customers
to preparetheir mailing before theyreachthe window?

11. Direct customersto vendingmachinesand to anyspecialservicewindow,
suchasStampsOnly, ExpressMail, or Pick—up?

12. Answerquestions?

13. Approvechecks?

14. Delivervacationhold andaccountablemail to customersin thelobby.

15. Handleinquiresandcomplaintsproperly?

16. Acceptchangesof address,P.O. Box applicationsandrequestfor vacation

holds?

17. Is Lobby Directorconfident, comfortable,and in control (Customer/Lobby

Director interaction)?

18. Demonstratepatienceand courtesyand respectfor our customers?

19. Up—sell postalproductsandservicesasvalue—addedservicesto our
customers?

COMMENTS:_________________
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Lobby Director Evaluation

Observationsof theLobby Director in Action

Doesthe Lobby Director:

20. Closeeachtransactionby thanking the customeror telling them thenext
step, i.e., “the next availableclerk will helpyou”, etc?

21. Follow—up, if somethingremainsunresolved,suchasa complaintor
inquiry?

22. Quickly return to servingcustomersat the window after assistingall the
customersin thelobby?

General

1. Are substitutesavailableto relievetheprimary director for lunch, breaks
and to coveroff daysandleave?

2. Do the director and the clerkswork well togetherasteam?

COMMENTS:_______________

Recommendations:______________

Action Taken:____________________
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37.

LOBBY DIRECTOR PROGRAM

TrainingAgenda

08:00 Introduction

08:10 OpeningRemarks(Motivational)

08:25 ProgramOverview
Video — CustomerPerceptionsand Attitudes
Video — Lobby DirectorProgram

08:55 Introductionof Lobby DirectorsandManagers

09:10 Video — CustomersarePeopleToo — 30 mm.

09:55 Self Evaluation

10:15 Break

10:30 Video — Characteristicsof ProfessionalSalespeople— 30 mm.

11:15 Exerciseon ReadingEmotions

11:30 HandlingComplaints

11:50 LUNCH

12:25 Roleof theLobby Director

12:50 Lobby Director Procedures,Uniform, EquipmentandSupplies

1:10 TransactionScript Exercise

1:40 Video——Lobby Directorsin Action

1:50 Role PlayExercises(“Quick Fixes”)

2:20 Break

2:35 Role Play Continued

3:35 Q&A

4:05 Wrap—up

4:30 Dismissed
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-WeDeliver
You know we’re gonna be there,
Don’t think twice,
Service is partof our name.
It’s better to rely than to roll the dice;
No one else does it the same.
We’re a partof the country,
A part of your town,
Faces you see everyday.
We know what we’re doing,
We got it down,
We’re gonna keep it that way!
We deliver, we deliver,
Through the rain and the sleet and the snow,
Like we’ve always done.
We deliver, we deliver.
Because the Eagle flies higher and surer

than anyone.
We deliver, we deliver,
It’s the reason you trustus,
You know that we’re gonna come through;
We’re the Postal Service, we deliver for you!
It’s part of our tradition to serveyou well.
We’repeople who give you our best.
We’re a team that’s got a mission
Andyou can tell we’ll neversettle for less!

We deliver, we deliver,
Through the rain and the sleet and the snow,
Like we’ve alwaysdone.
We deliver, wedeliver,
Because the Eagleflies higher and surer

than anyone.
We deliver, we deliver,
It’s the reason you trust us,
You know that we’re gonna come through;
We’rethePostalService, we deliver for you!

When your business expands,
Whenyourfamily extends,
When it’s Christmas next week,
When you move,
Whenyoujust want to catchup with friends,
We deliver, we deliver,
Throughthe rain and the sleet and the snow,
Like we’ve always done.
We deliver, we deliver,
Because the Eagleflies higher and surer

than anyone.
We deliver, we deliver,
It’s the reason you trustus,
You know that we’re gonna come through;
We’re the Postal Service, we deliver for you!

— Onginal 2% minute version
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