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Psychic Salary 
(The other paycheck) The psychic salary is an inside job. 

How does serving others serve you? 

___________________________________ 

___________________________________ 

___________________________________ 

___________________________________ 
 
To what degree are you paying yourself? 

 10% 

 30% 

 50% 

 80% 

 100% 

 

Notes  
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The Me Sign 

Me =  
The Human Needs under the Business Needs 

___________________________________ 

___________________________________ 

___________________________________ 

___________________________________ 

Turn your Me to a We. 

 

 

 

 

 

 

 

 

Notes  
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 Choose 

What behaviors particularly annoy you when you are 

working with customers? 

Notice 

 Notice that you are having an emotional 
reaction. (Clues = changes in breathing, 
tension, voice). 

Name It 

 Name the initial gut reaction that feels 
bad. 

 Track how it may change from feeling 
hurt to anger or resentment. 

 Observe your thoughts that result from 
the changed feeling. (Hurt goes to anger.) 

 Observe the possible behaviors that you 
might feel the urge to do out of anger, 
annoyance, dismissal, etc. 

Choose 

 After observing the “Low Road,” the 
automatic tendency where everyone loses, 
chose differently. 

 Choose the “High Road” response, which 
leads to service and satisfied customers, 
the place where everyone wins. 

It is in our ability to choose where our success 
and power is! 

Notes  
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How Our Behavior Shifts 

Based on the Customers’ Behavior 
 

What does this customer really need and how can I provide it? 

 
Notes: 
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Lessons from the Turtle Hat 

 
 
 

How to give personalized service without taking things 

personally: 

 

• Stick your neck out 

 

• Have a Hard Shell  

 

• Be slow to respond with a negative emotional trigger 
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Being Right’s  

the Booby Prize 

What is a Booby Prize? 
Webster’s Dictionary defines a Booby Prize as: 

An award for the poorest performance in a competition; hence, 

metaphorically, the recognition of a strikingly inferior or incompetent 

performance. 

Example: She won the booby prize because she lost the most games. 

Think about a time when you were the customer and the person serving 

you insisted he/she was right. (It might be something subtle.) 

 

 

Now, think of a time when you were serving someone, and you were right, 

insisted on it, and couldn’t let it go. I blew it; I knew it; and what I learned 

through it. 

http://www.webster-dictionary.net/definition/award
http://www.webster-dictionary.net/definition/poorest
http://www.webster-dictionary.net/definition/performance
http://www.webster-dictionary.net/definition/competition
http://www.webster-dictionary.net/definition/hence
http://www.webster-dictionary.net/definition/metaphorically
http://www.webster-dictionary.net/definition/recognition
http://www.webster-dictionary.net/definition/strikingly
http://www.webster-dictionary.net/definition/inferior
http://www.webster-dictionary.net/definition/incompetent
http://www.webster-dictionary.net/definition/performance
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Curiosening™ 

 
The rare combination of being curious, questioning and listening. 

Questioning – Inherent in the word question is the word quest. 

Meaning to search for something. 

Think of issues as a puzzle to solve. A puzzle always has two 

sides: the emotion and the issue itself. Questioning solves it and 

completes the puzzle. 

 

Two puzzle pieces 
 

 

 

 

 
 

 
Be a Detective 

D = 

E = 

T = 

 
  

OPEN?’s 
 

Gets people talking. 
Be a detective. 

 
CLOSED?’s 

 
Can be answered 

With one word. 
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LISTENING is an act of 
GENEROSITY 

Directions: Think for a minute about a time when you really felt heard. 

Now, use the space below to write down what the person did that made 

you feel heard.  

 

 

 

 

 

 

 

Listening Techniques 
• Face the speaker 

• Make eye contact 

• Give the speaker your full attention  

• Take notes 

• Paraphrase: So, what’s most important to you is… 

• Ensure your non-verbal communication matches your 

words: head nodding, smiling, hand gestures 

• Summarize: Let me summarize so we can both be sure that I 

understand… 

• Ask: Did I miss anything? 
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The Wings of No™ 

Guaranteed to Annoy 

It’s our policy 

We’ve never done it that way 

I can’t… 

You didn’t…. 

We can’t… 

We’re not allowed to… 

I don’t know. 

That’s not my job. 

I have no idea. 

No exceptions. If we do it for you, we 
have to do it for everyone. 

That’s what they told me to do. 

Notes  
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The Wings of No™ 
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The Wings of No™ 

 

Statement of Caring Statement of 
Limitation 

Alternatives 

I wish there was more I 
could do to help. 

I can see how frustrating it 
must be for you. 

I’d really like to help you 
with this. 

 
I can imagine how upsetting 

this is for you. I’d love to 
find a way to help. 

I’m unable to do that right 
now. 

It’s not possible for a 
manager to meet with you 

immediately. 

I don’t know right now; I’ll 
be happy to find out. 

 
Here’s what we can do. 

 
Here is the situation. (If 

they understand) 

_______________________ 

_______________________ 

_______________________ 

_______________________ 

_______________________ 

_______________________ 

_______________________ 

_______________________ 

_______________________ 

Here’s what you can do. 
Or 

What you can do is… 

Tips 
 Switch: “Have” to “Happy” 

 Switch: “But” or “However” to “And” 

 Don’t start a sentence with “Unfortunately…” 

 Say: “If you could please…” instead of “You’ll have to…” 
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The Art of the Apology 
 

How to get an A when serving upset customers 
 

It is vital to respond to upset customers immediately. You can use this easy 

to remember tool to help you act in effective and appropriate ways. 

 

A = Agree with the emotions the customer is expressing 

 

 

 

A = Apologize that they are upset 

 

 

 

A = Ask questions to be sure you understand 

 

 

 

A = Action: take action to resolve the situation as best you can 

 

 

 

A = Appreciate that they let you know so it doesn’t happen again 
 

 

 

Remember, no one will ever be satisfied unless they 

receive a sincere apology. 
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Mad O Meter  

Directions: Read the scenarios below. On a scale of 1 – 10, decide how mad you would 

be if this happened to you.  

Scenario 1:  

How Mad Would You Be? _________________________________  

Your friends have told you all about this winery in Paso Robles, and you are very 

excited to be there. However, when you walk up to the tasting counter, no one 

acknowledges anyone in your party for over ten minutes. When you finally get 

someone’s attention, all the person says is, “I’ll be with you as soon as I can.”  

Scenario 2:  

You are twenty-eight, and Google just recruited you to work in the Bay Area. You love 

wines and are excited about adding Paso Robles wines to your wine collection. You 

really enjoyed being a wine club member in New York. But, when you arrive at winery, 

your server just hands you the list of wines being poured and immediately walks away 

to interact with the other older customers at the bar. When she finally comes back, she 

gives you the most cursory attention and pours you and your guest less wine than the 

couple next to you. She never mentions the wine club or volume discounts. You think 

she’s assumed you aren’t going to buy anything because of your age. 

Scenario 3:  

How Mad Would You Be? _________________________________  

You are hosting a special dinner next month, and you want to get ideas for pairings. 

You also want to learn as much as you can about the wines so you can share the 

information with your dinner guests. But, when you arrive at the winery, the party next 

to you is extremely boisterous. Every time you ask a question, the server asks you to 

repeat yourself. Then, when he finally understands your question, you can’t hear his 

response. Even though the rowdy party is becoming louder and obnoxious, no one at 

the winery does anything to control their behavior. 
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COMPLAINTS 

 

Helpful things to say and do: 
 
 

• I hope you come back and give us a chance to do better next 

time! 

 

• We value your opinion. 

 

• I would greatly appreciate it if you would fill out a comment 

card. 

 

• We take this seriously. (Hand them your business card.) 

 

• I’m going to personally deliver this message. 

 

• You’ll hear from me! 

 

• I’ll do everything I can to handle this situation! 

 

• Make it personal. 

 

• Don’t make promises you can’t keep. 
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The Art of the Apology 

Directions: Choose a situation on page 14 and WRITE DOWN how you 

would personally handle it. What exactly would you say? Once completed, 

share your responses with your table group. Use can use pages 13 and 15 

as resources. 

 

Agree with the emotions the customer is expressing 

Apologize that they are upset 

Ask questions to be sure you understand 

Action take action to resolve the issue as best you can 

Appreciate that they let you know so it doesn’t happen again 
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Finesse over Function 
 

Definition of Finesse: 

 

• Refinement and delicacy of performance, execution or 

artisanship. 

 

• Skillful, subtle handling of a situation; tactful, diplomatic 

maneuvering. 

 

 

 

 

 

 

By delivering Finesse over Function you are creating a  

moment of extraordinary service. 
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Bring Your Sense  

of Humor to Work 

Humor 

The Anecdote to Stress 

 
 
 
 

The Red Book is a red spiral 
notebook we always  

kept at our desk and when something happened  
that we really wanted to remember, we would  

write it in the Red Book. 
It’s great therapy and, if nothing else,  

it’s good for a laugh. 
Following are some examples  

of Red Book entries  
by category… 
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Bring Your Sense  

of Humor to Work 

A case of not being understood 

 Question Answer 

 Yeun E. Ted? United Airlines 

 Where can I buy  
 a Louis Von  
 Newton bag? Louis Vuiton 

 Good Cheese? Gucci 
 
The best example of not being understood: 

A guest asked me how to get to Fremont. 
There is a small city in the Bay Area called 
Fremont. So I sent him on a train to 
Fremont. Much to our dismay, I later 
discovered that he had actually wanted the 
Fairmont Hotel, only three blocks away 
from the Hyatt on Union Street. 

 “Where can I get…?” 

 Edge weapons 

 Chocolate covered prunes 

 Chicken farming equipment 

 A tattooing machine 

 A lesson in Mandarin 

 Antique stock certificates 

 Tarot card readings 

 Ox gallstones 

 Large variety of videos in Hindu at a 
store with wheelchair access 

Sure I know that! 

Do you know you are in a draft here? 

Is the post office open on Christmas? 

When making brunch reservations, a lady 
asked me, “How long does it take to eat?” 
During a hotel strike, I made reservations 
for a man at a nearby hotel because we were 
full. There were 80 people running a 700-
room hotel and the man asked if we had 
anyone to drive him over. 

Surprising enough 

A guest asked me if a high satire would be 
above his daughter’s head. The child was 4. 

A guest stole the hotel’s towels and then 
sent them down to receiving to have us 
wrap them for him and mail them to him 
UPS. 

Where can I get a quick divorce and 
married in the same day? 
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Love, Laugh, Dance 

Love  

Use love as a business strategy! It reduces stress 

and helps to navigate many challenging 

situations. Bring your love to work with you; 

look for the love all around you; be open to 

receive it. 

Laugh 

Exercise your humor muscle. It is your 

emotional Kung Fu. Start your own humor 

journal, and write down whatever strikes you 

funny. Choose humor over annoyance. If 

nothing else, it is good for a laugh. 

Dance 

Create a conscious rhythm in your work, and 

learn how to actually "dance through it." Notice 

when your rhythm gets broken, and use a few 

simple techniques, such as breathing and 

getting some fresh air, to get your rhythm back. 

Remember, if you don’t know you have a 

rhythm, it is impossible to get it back. 
 

Notes  

 

 

 

 

 

 

 

 


