Transcription - The Importance of Thank You
Welcome back I'm Kim Baillie, she's Fulyana Orsborn and this is Inside Exec.
Today we're going to revisit a topic that we have talked about previously but
we've got some examples that have come through from our listeners. As you
would recall, we do ask you to send in your thoughts and your reactions to our
podcasts so we thank those people who have sent in these particular examples
of the power of thank you.
And it's about giving positive and genuine feedback for services rendered,
whether things were right or wrong, as you will hear. It's that you acknowledge
and you communicate your reaction to that situation. So I'll let Fulyana talk about
a couple of hers first then I'll add some more.
Okay. The first one is about an airport situation. As you would have heard on the
news that there's been a period at the airport where it's total chaos and people
were feeling angry and unhappy with everything that was going on. One of our
listeners was in the queue when he observed two people in front of him. The first
customer was very unhappy, very dissatisfied, having a very rough time until now
and was taking it out on the team members behind the counter. Then the second
one, for completely different reasons was also unhappy and taking it out, their
frustration, on the team member. So when this person's turn came he said just
before I go into whereI'm at, I just want to say I just observed that and I want to
compliment you on the way you handled those two reactions because they're
pretty strong and whilst I understand it, I think it was amazing how you handled
them and I just want to let you know. She said, well they're not the first two and
I'm sure there's going to be more, understandably. I'm sorry for them because I
would feel the same in their situation, but let me tell you one thing, and that is
what you just did, is giving me heaps of energy to even be stronger and handle it
even better. Thank you for that feedback and I appreciate it more than you know.
My example I'll do now because it's along the same lines. A local supermarket
has signs up everywhere saying we don't tolerate abusive behaviour towards our
staff and I always wondered about the signs because I've never seen anything
happen at this supermarket. The staff there are unfailingly positive and polite
and happy and I would always have thought that was due to the training and the
management they have at this particular location. I was there probably two
weeks ago now, the person two in front of me was shouting at the cashier. The
volume escalated (the customer) to the point where the person at the checkout
said quietly and calmly, I wasn't shouting I was simply asking if you are paying by

card or cash today. The customer said "I told you to go slower". The response
from the cashier was that she did go slower. I know that they do adjust the speed
of scanning based on each customer having time to pack what they are buying.
The customer went straight to "I want to speak to the manager. Who's the
manager?" To which the reply was "I am". The customer responded with "You
need to go back to HR. You need to learn customer service". It was quite
unpleasant and loud and you could see that the other staff were beginning to
watch to see if they needed to intervene. The cashier pulled the receipt out of
her terminal and said quietly to the customer "Please go with "X", he will look
after you now to complete your transaction". This is obviously part of their
training and I was very pleased to see it. It removes them from the situation and
takes away any escalation. She then looked up at the next person in the queue
and greeted them with a smile and the usual pleasantries.
The felolow in front of me went through without saying anything. I thought no, I'm
going to say something because we all witnessed it but no-one else stepped up
to say anything. When my purchases had gone through and I was about to leave
I said I just want to say that I think you handled that well. There was a pause and
she looked at me and said "thank you, no-one's ever noticed that has happened
before". It is unacceptable behavior. As I walked away I could see the shoulders
slump as though a weight had been taken off her, she wasn't carrying anxiety in
reaction to the situation anymore. It didn't cost me anything. For her it was my
reaction to the situation that made it easier to recover. I think we don't
acknowledge the good as much as we react to the bad.
That's true. With those two examples I can see me doing something like that.
With this next one in the hospital, I was happy to hear it but it gave me ideas.
Anyway, this person goes to hospital unexpectedly. To his way of thinking, from
the minute that he went into the minute that everybody was looking after him,
everything went better than he ever thought, not that he has much experience
with the hospital but definitely everything was good. So as he's there, tests being
done and recovery, he decided (he's very high energy, he never stops doing
stuff) to be productive. So he decided to look up the head of the unit, the
specialist who runs the whole unit, got the contact details, and sent a text saying
how he's in the hospital and this is what he experienced, what he thought the
people were like and the service. The head answered straight away and was
very, very appreciative. He said I am proud of the facilities and our people, it is
so nice to hear it from someone who is coming here as a patient, I appreciate
that and I would take on board the main message that you gave us not just the
compliment, to continue to improve.

To me that was really great because I wouldn't have thought about it while I'm in
hospital. I might have afterwards but what a what a way fill in the time, to be
productive and help others being recognized and continue to do good.
The good part of that example, is that it's taking it one step further. It's taking it
into a situation where the process can be acknowledged as well but there's
opportunity for improvement and assessment of what is being done and how the
service is being provided. So it's taking it one step further than the first two
examples which are the initial one on one interactions. This takes it to another
level in terms of an organisation or an organization structure being recognized
as good or neding improvement if that's the case.
It gives us good ideas of how we can reinforce these great services. The last
one is a hotel experience where people booked in a hotel which had a special
deal of bed and breakfast. After booking and confirmation they realized that
actually that last day they won't be able to have breakfast because they are on
an early flight. So they rang up and said our mistake, any chance of a refund for
that breakfast and the person who answered gave their name, sounded
wonderful, handled it really well, said absolutely we can fix that, I can fix it and
fixed it. They went had a great time, everything went well. And then at check out,
it was acknowledged again by a different crew than was there initially, that was
adjusted. Even though all the paperwork had come through when they got back
home and did their banking, they realized they were actually charged for the
breakfast, that last breakfast. It wasn't much, they thought would we bother? So
they rang and as luck would have it, the same person who took the change call
answered and said so sorry that should never happen because yes I did fix it
and yes, I can to see my colleagues have done everything right as well. I'll fix it
staright away. It'll be right back in your bank account and it was, so that was
fixed.
Our listener decided, you know what, I'm still going to ring up and ask to speak
to the head. So did that. And the person already knew about the name. They
already knew about it. They didn't know that at the beginning, because the
person said I'm just ringing to say this is what happened and I just want to
compliment you even though it went wrong, the way it was handled all the way
through and the way it was fixed was fantastic. I had a great stay and will
definitely come back and definitely recommend it. So then the manager
disclosed that as soon as you said it, I knew all about that. It was reported, I had
the information there because it's just happened only recently and I was
expecting a complaint so you have no idea how much this means to me and my
team in you coming back and giving us that positive feedback even after you

didn't have the best experience in the end. Again, that was even more powerful.
What I really like about this, even if you're in a situation when you may have
made a mistake in the service sense, that there is hope that you can still do it
right, fix your mistake and keep the person happy and return for whatever
business you're offering.
It's the power of that communication. The things that we were taught when we
were children, the things that we couldn't get away with when you were growing
up, the please and the thank you, they're even more important these days. We
have recently talked to a special guest that you may or may not have heard
when you listen to this podcast, who talked about that we are moving into a
society where we ignore the personal, the human element and it's pushing us
into certain types of behaviours. In this instance it's reinforced that we're actually
looking at, it's a person that's providing this service for us and that person needs
to be acknowledged, whether it's a please or thank you, that the interaction
becomes that human interaction, the human to human interaction that Fulyana's
talked about previously as well.
We have to focus on this because it's the only thing that's going to help us move
forward. We've had a period of time where we have been isolated from one
another. It has been easy to slip into habits and behaviors that don't recognize
the effort that everyone has made to move beyond that. And that in a lot of
instances, the New Normal is not what we were used to and we have to adjust to
that change. In adjusting to that change we don't have to lose our manners and
we don't have to lose our ability to recognize that we are interacting with people
on all levels. As much as you might be frustrated and angry and irritated by the
situation, you don't know what that person has had to come to work with, what
they're dealing with in any other situation, or the number of people who have hit
them hard all the way through their time.
If I can go to an example, an airline example on a more positive note, it is also
about your attitude. What you give out is what is reflected back to you. I was
coming back from Perth and I knew that my checked in baggage was about a
kilo overweight. I understood it, that there was nothing I could do about it, and I'll
knew I would have to pay for it. I decided I'm not going to pay for it beforehand
as there might be some lesser amount for a kilo rather than the 5 kilo blocks
available online. That's my attitude, I put the bag down, check it through and I
noticed that at the next check in point, there's a fellow who has checked in one
bag but he's got four that he wants to go through. He was not listening to the fact
that she wass saying yes I understand that the weight is the same but it's the

volume, four bags of volume not one bag of this volume and weight. He was
being quite abusive and I thought, that's not going to get you anywhere, you're
not listening to what is being said and you're not making any effort to
understand. My checkin person weighed my bag and said it's just overweight, is
there anything you can take out? I said I know but there's nothing I can take out
because it's all related to flower arranging, knives, scissors etc. I know I'll have to
pay for the excess, I know that's what has to happen here. I'm ready to pay, I
take responsibility for it. She called over her supervisor, they had a quiet
discussion and she turned back to me and said, it's okay we've found a way to
do it. And I though, how good was that? So I said I am speechless, I really
expected that I would have to pay, it's my responsibility, I really appreciate that
you've found a way to accommodate it. I walk away happy, they walk away happy
because they've done something good for someone and I've acknowledged that.
Whereas this poor fellow with the extra bags was still there arguing the toss.
It is both ways as you said. You've got to be open and receptive and fair. And
acknowledge too that people do like to do something good for someone else and
the reward for that is that they should be acknowledged. We thank you once
again listeners for sending in those examples, we're always happy to talk about
your experiences in relation to what we've talked about. We'll leave it there for
today. I'm Kim Baillie, she's Fulyana Orsborn and this is Inside Exec.

