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Setting the scene.
Team Manager guidance

Empower your colleagues to 
send their customers home 
happy.

These activity cards will help you to empower your 
colleagues to send their customers home happy.
Colleagues often tell us that it is their Manager who makes 
the biggest difference with how likely they are to be 
engaged in providing helpful and friendly service to their 
customers.
This activity pack is designed to help you listen to, engage 
and empower your team.
Think about how by encouraging your colleagues to do 
what’s right for their customers, they can make a real 
difference this Christmas and throughout the rest of the 
year.

Key points I’d like to share with my team  
following our Service Leadership day:

  

This pack is divided into the following activity cards:
1. It starts with you – exploring what gets in the way of giving helpful and friendly service
2. First and lasting impression – what impression do you provide your customers?
3. Listening to customers – learning the art of active listening
4. The power of you – the difference you can make to every customer
5. Confident conversations – feeling confident when talking to customers
6. Doing the right thing – feeling empowered to do what’s right for customers
7. Warm welcome – understanding how we can make every customer feel welcome
8. Hosting a magical Christmas – helping customers host a magical Christmas, however they do it
9. Over to you – summary and close
Tailor the conversation to focus on the parts you need to – you know your team best.
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It starts with you.
Activity. 
Hand out a post-it note to each of your colleagues and ask 
them to write down what they believe their purpose is  
i.e. what would they say to someone who asked them what 
they do for Tesco?
Ask them to hold onto this as you will come back to it at the 
end of the session.

Activity. 
Using the dry wipe board provided, ask your colleagues to tell you some of the 
things they think stops them from providing helpful and friendly service.
Work through each point and take the time to discuss how these can be fixed 
or worked through. Some points may be functional i.e. Checkout equipment is 
broken. Some points may need more discussion i.e. not being communicated to 
and feeling out of touch with what’s going on in store.
Removing and working through these barriers will mean that nothing stands in 
the way of you and your team providing helpful and friendly service for every 
customer.

Discuss. 
To our customers we are Tesco. Every interaction we have 
with a customer helps shape their perception of Tesco. 
Customers might not always remember what you say and do 
but they will remember how you made them feel.
Ask your colleagues to think about how many people they 
serve each hour, day and week.
Now ask them – if they passed on a smile and made their 
customers feel welcome, how many of them would leave 
feeling happy?
When we talk about helpful and friendly service, we don’t 
mean the big above and beyond stuff (although that’s great 
too). It’s the small things that make the biggest difference,  
like eye contact, a smile and a warm welcome.

Think about. 
Colleagues tell us that sometimes things can get in the way of them providing  
helpful and friendly service. These can be:
•  Feeling pressured by queues and not having enough time to serve customers
•  Not being communicated to and feeling out of touch with what’s going on  

in store
•  Not feeling recognised and appreciated by their Manager
These may be different for your team. Understanding what gets in the way is a great 
opportunity to review how you lead, motivate and communicate with your team.
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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?
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Listening to customers.
Discussion. 
To understand what our customers need, we need to make a 
conscious effort to hear what they are saying. This means giving them 
our full attention.
When customers are talking are we listening or waiting to reply?
Do we assume we know what the question will be before it is asked?

Discussion.
Ask your colleagues - When talking to someone, how do they know 
when they’re being listened to? What do they see, hear and feel?

Here are some tips for active listening:

•   Focus on what the other person is saying and the meaning it has to 
them (what sounds like something small to you may have had a big 
impact for them)

•  Be open minded and non-judgmental

•  Be attentive and undistracted – stop the task you are doing and 
focus on them

•  Let them know you are listening by making eye contact and using 
welcoming body language

•  Wait for the other person to stop talking before replying

•  Be genuine and reply appropriately

Activity. 
Pair up your colleagues so that they are opposite one another. If doing 
this one to one, then pair up with your colleague.
Ask one of the colleagues in the pair to talk for 60 seconds on a subject 
they are passionate about. The other colleague should listen without 
interrupting. At the end of the 60 seconds ask the listener’s to summarise 
back what they heard and the feelings they felt came across.

Ask your colleagues who were listening: 

•  Did they find it difficult not to interrupt?

•  How much time did they spend trying to remember everything that  
was said rather than just listening?

•  How much did your colleagues gain from listening to the unseen like 
tone, emotion, body language and attitude?

For the colleague who was doing the speaking ask:

•  How did it feel to be listened to?

•  How could they tell their colleague was listening?
It’s not always about doing something. Sometimes it’s enough for our 
customers just to feel heard.

Check out this video ‘not about the nail’ 
(1min 41secs)
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The power of you.
Discussion.
We know that when all else is equal with our competitors, service is what 
will set us apart. Customers tell us that when it comes to service, they just 
want us to be helpful and friendly and they’ve even told us what this means:
Helpful – The store staff were helpful 
e.g. noticing when a customer needs help unloading or packing their shopping

Friendly – The store staff were friendly 
e.g. smiling and personalising the conversation

Warm welcome – The store staff made me feel welcome 
e.g. smiling and acknowledging your customers

Consistency – I consistently get helpful and friendly service in this store 
e.g. even when it’s really busy, I still provide the same helpful and friendly service

Explore each of these points with your colleagues and ask them:

• How do they provide helpful and friendly service for their customers?

•  How can you work together to make sure the experience your customers 
receive is just as good, even when it’s busy?

“The member of staff was very happy 
and made conversation as she was 
scanning my shopping, she offered to 
pack and made me feel like an individual 
rather than just another customer”

“Paid with £10 note on the self service 
till but it froze and took 3 staff to sort 
it out. After waiting for some time they 
gave me my change out of another 
till but it was quite stressful and time 
consuming. I didn’t get a receipt either”

“I bought some flowers and took them 
to the customer service desk. The lady 
there was great as they were a gift 
but they had no flower bags. Without 
hesitation she got some lovely paper 
and wrapped them for me with a nice 
cheery attitude”

•  www.tesco.skillcast.com
•  Service
•  Store Service Pack

•  Service Sessions
•  Service Training  

Videos

Activity.
Read through each comment below and discuss with your colleagues:

•  How did it make them feel?

•  Would they have handled the situation differently?
To make this session feel real for your colleagues, you could use 
complaints and compliments you’ve received in your store. 
Help your colleagues to understand that every interaction they have 
with a customer is an opportunity to make a first impression, and leave a 
lasting impression - they could make or break their day.

“The young man started scanning my 
shopping before I had finished putting it 
on the belt which annoys me as I don’t 
have time to pack it into categories.  
He also didn’t push it down towards 
me so I had to keep reaching for each 
product. He didn’t notice or even seem 
to care”

“The lady who served me wasn’t 
sociable, no hello or goodbye or thank 
you. She seemed as if she didn’t want 
to be there. This isn’t the first time, 
sometimes you have to wait whilst the 
staff are chatting amongst themselves 
about non work things. It’s really quite 
frustrating”

“I’m so frustrated I never get given 
those blue bag for help tokens. I use 
the self scanners and the tills but I only 
ever get one if I make a point of asking. 
You’re supposed to be helping your 
community but we don’t have a say”

Activity.
Show your colleagues the ‘Send Your Customers 
Home Happy’ clip on Click and Learn.
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Confident conversations. Activity.
Some colleagues find it harder than others to 
connect with customers and have a natural, genuine 
conversation.
As part of your Service Leadership day you’ll have seen 
a clip of colleagues sharing how they have confident 
conversations with their customers.
Take the time now to ask your colleagues how they have 
a naturally helpful and friendly conversation with their 
customers. Encourage your more confident colleagues to 
share how they do this.

Activity. 
The Sorry, Sure, Glad technique can help your colleagues feel confident responding to 
customers who may have a concern or a complaint.
Talk through the Sorry, Sure, Glad response below then use the examples provided and 
practice with your colleagues how they could respond.

Examples to practice with:

•  A customer tells you they’re frustrated because the bananas are never ripe.  
The colleague they spoke to was unhelpful and just said they always come in that 
colour.

•  You’re told there is no toilet roll in the customer toilets
We want to be the most helpful and friendly supermarket. We are all Tesco, so when a 
customer asks or tells us something we all need do be able to listen to them, show interest 
and own the conversation – even if it’s not on our department.

Glad
I’m glad 
you’ve told 
me, I’ll make 
sure it doesn’t 
happen again.

Sorry
I’m really 
sorry that’s 
happened.

Sure
I’m sure there 
is something 
I can do for 
you.
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Doing the right thing.
Think about.
This section is all about empowering your colleagues to do what’s right for 
their customers. If they own every interaction and feel they can, they will 
make every customer feel welcome and send every customer home happy.
As the Manager this needs to come from you – how do you help reinforce 
to your colleagues that ‘serving Britain’s shoppers a little better every day’ 
is your priority and encourage them to find opportunities to send their 
customers home happy.

Imaginary Chequebook 
Colleagues can feel held back from doing what they feel is right for 
customers by ‘rules’ and feeling they ‘aren’t allowed’.
Ask your colleagues – if they had a chequebook that they could use to 
improve their customer’s experience, would they act differently?
E.g. If a customer dropped their milk after paying, they could call for 
someone to replace it without any hesitation.
It’s not about the chequebook. It’s about thinking differently by putting 
yourself in your customers shoes and doing the right thing for them to 
leave happy.
Take the time to break down any concerns, routines or processes they 
feel could stop them from doing this.

Activity. 
Ask your colleagues to give examples of how they could send their 
customers home happy.
Encourage your colleagues to describe any ideas/thoughts they 
have. Here are some examples to get you started:

•  If I see a customer struggling to pack I will offer to help them

•  If the customer has children I will get them involved with the 
scanning or packing

•  I will acknowledge my customers and adapt my approach to 
meet their needs

Every little help makes a big difference.

Celebrate success.
Recognition is the biggest motivator for 
our colleagues. If they’re already doing 
the right thing for their customers, this 
is a great opportunity to to recognise 
and appreciate them for the service they 
provide customers.
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Warm welcome.
Discussion. 
At Tesco, we serve millions of customers every week. Each of them are 
different with their own reasons for shopping with us and we need to 
be able to help them with whatever they need.
Food is what brings us all together. 
Be it a big roast dinner with all the trimmings surrounded by family, 
helping out those less fortunate in the local community centre or 
simply enjoying a quiet day with your feet up in front of the telly. 
Ultimately, we all celebrate Christmas differently.
Ask your colleagues - how will they make every customer feel welcome 
by understanding they all have their own reasons for shopping with us 
at Christmas?

Activity. 
Ask your colleagues to imagine they are hosting a get together at their 
house for their loved ones. 
What would they do to make sure their family and friends had a 
fantastic experience?

• Good conversation

• Showing interest

• Great food

• Fun and games
This is what we all are when working in store – the host!
You wouldn’t carry on vacuuming when your guests arrive – how can 
we have the same approach with our customers, regardless of what 
customer type they are and why they’re shopping with us?

Discussion. 
Ask your colleagues what their plans are for Christmas – they’ll 
probably all be different. We all celebrate Christmas in our own way 
and some of us don’t celebrate Christmas at all.
Just like when we talk about Customer Types, we can’t tell just by 
looking at someone what they want from their experience with us.
Ask your colleagues to think about what they might not see just by 
looking at someone:
• Values/beliefs • Education
• Background • Home situation
• Personality • How their day is going
It’s easy to look at someone and think we know what they want rather 
than remaining open and listening to what they have to say. Every 
customer wants something different from their visit, so by listening 
we can personalise the service we offer to meet their needs.
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Hosting a magical Christmas.

Helping our hosts. 
The helpful and friendly service you provide customers at Christmas is what will 
make their shopping experience feel special. It’s your festive spirit that really makes 
their experience magical - like the icing on top of a gingerbread house or the star on 
top of your Christmas tree.
Ask your colleagues to put themselves in their customer’s shoes - what are the 
little helps they could provide to help their hosts make this Christmas magical?
Help your colleagues to understand it’s often the little things that make moments 
matter for customers - like reminding them not to forget the foil for the turkey!
New this year - There will be Here to Help colleagues around the checkouts to 
help customers from 21st-24th December. These colleagues will help to pack, 
unload, carry to car and be an extra help for our customers this year.

Discussion. 
Christmas is celebrated in millions of households in lots of different ways, yet it’s a 
time of year that really brings us all together. However we come together and host 
each other at Christmas, food sits at the very heart of it all.

We don’t just sell crackers, we sell the cheesy jokes you’ll all groan at over dinner.
We don’t just sell turkey, we sell the centrepiece that brings everyone together.
 We don’t just sell carrots and brandy, we sell the magical moment you know 
Santa’s been.

At Christmas, our customers don’t just come to us for food. They come to us for the 
special moments that food is going to bring, and the festive feel and experience we 
provide.

Customers first, task second.
We want to be the most helpful and friendly supermarket and 
customers tell us that how colleagues interact with them is 
what makes the biggest difference. They say we can be too task 
focused, too busy to help and don’t take the time to make them 
feel welcome.
Take this opportunity as the Manager to ask your colleagues how 
you can help them to focus on customers first this Christmas.

Activity. 
Ask your colleagues to tell you three things they noticed about 
the the last customer they served. (This could be what they were 
wearing, what they bought etc). 
This is a great opportunity for you to celebrate and appreciate 
any of your colleagues who do remember - many of us can be so 
focused on the task in hand that we don’t always take the time to 
connect with customers.
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Over to you.
Think about.
Now that you’ve come to the end of this 
session, your colleagues should feel 
empowered to take ownership and send 
their customers home happy.
You may have taken some learnings from 
this session which you can incorporate 
into your own personal development plan 
or build into your objectives/store service 
plan.
Take some time now to think about how 
you will continue to role model everything 
you’ve spoken about with your team and 
keep it alive throughout Christmas and the 
rest of the year.

Looking forward. 
Ask your team what they are thinking and feeling – are they energised and excited?
Take the opportunity to let your team know you’ve listened to what they’ve said and 
summarise what you’ve each agreed to do differently throughout the session.
Think back to what your team told you were the barriers to providing helpful and 
friendly service. Do you feel confident you’ve worked through their concerns?
End with a reminder that you want your colleagues to feel empowered to do what 
is right for their customers. You want each of them to take ownership of every 
opportunity to make their customers feel welcome and send them home happy.

Activity. 
Ask your colleagues to think about everything you’ve discussed and 
then ask them again what they believe the purpose of their job is.
Is it different to what they noted down earlier on their post it?
Our purpose is to serve Britain’s shoppers a little better every day 
but you’ll just want to see that what they’ve said has become more 
customer focused rather than being about the tasks they do.


