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First and lasting impression.
Think about. 
It only takes 7 seconds to make a first impression. As soon as your 
customers arrive, they’re already forming an opinion of their overall 
experience and each part of their shopping trip gives you an opportunity 
to make an impression.

Make or break a day. 
Working on one of our service areas is really important because often 
you’ll be the first colleague interaction our customers have, and you will 
always be the last. That will be the interaction that gives them a lasting 
impression when they leave of how their customer service was at Tesco.

You have the power to make their day by making them feel welcome 
and leave with a smile.

Activity. 
Spend some time looking at the photos on the front of this card with your 
colleagues. Ask them:

• What would their first impression of these colleagues be?

• Is there anything they could do to be more welcoming?
Personalising the service we provide each customer is important. Ask your 
colleagues how when they greet their customer, they’re already thinking 
about what they may need from that interaction e.g. help packing, efficient 
service with a smile or more of a conversation.

Talk to your colleagues about the importance of wearing their name badge 
in making customers feel welcome.
Wearing our name badge shows we take pride in our appearance and the 
service we provide. It’s also a great way to help us connect with customers.
Customers tell us it’s much more personal when they can see the name of 
the colleague that’s serving them. Your choice of picture on your badge can 
always be a great conversation starter too.

One of the biggest irritants for our customers is when colleagues 
focus on task or chat to one another, rather than serving them. Making 
customers feel welcome means giving them our full attention, showing 
them we care and value them choosing to shop with us.
Ask your colleagues to think about some of the best and worst 
service experiences they’ve had. How did they make them feel?


