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TRAINING GOALS

Culture of Care

Customer Service Standard

Guest Guidelines

Guest Registration



FOOD BANK’S SERVICE TO OUR 
AGENCIES

Food Bank
Safe food 
Stability to support members 
Public affiliation (Member stickers, FAL, etc.)
Beyond food – free programs (HH, CR), trainings, conference, 

networking opportunities, coaching and support
Keep costs minimal (No SM, Free deliveries, No annual fee for 

recertification)
Excellent customer service
Communicative
Timely and responsive to both our partners and the community



COVID-19 NETWORK RESPONSES

• Drive thru

• Contactless

• ---



CREATING A CULTURE OF CARE
S.E.R.V.E. Hospitality

Sincere – Genuine and Authentic
Empathetic – demonstrate compassion for other people’s 
thoughts and feelings
Respectful – show respect by valuing others through your actions
Visible – it should be seen through your actions, gestures and 
words
Engaging – everyone, every time.  Treat everyone with equal 
service while also making an effort to get to know them 
individually. How do you do this in emergency response mode?

All of these combined create a “culture of care” 
within an organization.



BASIC 
PRINCIPLES 

OF 
GOOD 

CUSTOMER 
SERVICE

• The Greeting – sets the tone for the rest of the 
visit, meeting or interaction.  Smile and greet 
using the participant’s name.  If you don’t 
already know the person, introduce yourself.

• Anticipate Needs – do you see someone who 
uses a cane and needs an extra hand or can 
use a translator?  Do the best you can to 
anticipate your participant’s needs and then 
accommodate those needs as best you can.

• Be Present – put on your “listening ears” and 
make sure your body language, responses and 
actions match up to illustrate that you are 
genuinely listening.  LISTEN/SILENT

• Focus on what you CAN do, as opposed to 
what you can’t do.



• Why is it important to see people 
as individuals and not as a 
group?

• Anticipate Needs

Hospitality is more than 
simply doing what is 
required.  It’s about 
making people feel 

welcomed, secure and 
comfortable.  It’s about 
seeing people as their 

own individual selves with 
their own special stories, 
experiences and needs.  

• Take 2 minutes each to share a 
positive personal story about one 
of your program guests and how 
your program responded to the 
person’s individual needs?

Through our work, we 
have an opportunity to 
contribute to people’s 
lives and stories in a 

positive way.  



HOW DO WE PUT 
HOSPITALITY INTO ACTION?

– Customer Service Standard
– Transparency & Clarity with Guest Guidelines
– Simple Registration Process
– Referrals for supportive resources
– Other?



CUSTOMER SERVICE STANDARD
Your agency’s service to the community

a. What does service mean to your agency?
b. What actions does your agency take to ensure great service?
c. What does great service look and sound like to you?

Your agency’s commitment to great service
a. What else could or should your agency be doing to offer great service?

Guest Expectations
a. How do guests know what to expect from your agency?
b. What do you tell them?
c. How do you tell them?



CUSTOMER SERVICE STANDARD 
EXAMPLE

OUR EXAMPLE TEMPLATE





GUEST GUIDELINES
Think through how your food assistance program is viewed 
through the eyes of your guests.  

Pre-visit| Arrival | Wait | Service | Departure

– How do guests know what to expect from your agency?

– What do you tell them and how?



GUEST GUIDELINES EXAMPLE

OUR EXAMPLE TEMPLATE







REGISTRATION FORMS
BA 2021

Maintain accurate guest records.  Emergency providers will maintain accurate 
records of all individuals, families, and how often a family visits the program each 
month by a system established to provide accountability for product distribution 

and RICFB monthly statistic reports, as applicable to the program.  
Agencies should not request or house highly personal documents from guests, 

unless required by a federal or state regulatory agency.

What does this mean?
• Why are you asking specific questions?

• Which ones are optional?
• Assurances that the info will be kept confidential.



REGISTRATION FORM EXAMPLE

EXAMPLE OF FORMS RAISING 
UP BARRIERS TO SERVICE

EXAMPLE OF FB’S 
SUGGESTED FORM

TEMPLATE





QUESTIONS?
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