CUSTOMER SATISFACTION
Section 2
A.  Customer satisfaction is a key to MARINA NAME success.
We must continually strive to achieve the highest level of customer satisfaction all the time – every hour of everyday, each year.

Our customers can only be satisfied when ALL members of the MARINA NAME team know what to do, and do it well with a smile.
B.  Customer Satisfaction is Achieved by:
      - Having the right attitude;

      - Always greeting our customers and associates;

      - Always smiling – don’t be cold and aloof;

      - Always attempting to help – or finding someone who can help;
      - Providing efficient and professional service – on time;

      - Handling customer complaints quickly and professionally;

      - Providing the best kept, cleanest facility on the Bay;

      - Keeping well informed about our customer’s needs.

C.  Never, Never:
      - Let a customer leave unhappy;

      - Make a promise to a customer that we can’t keep;

      - Board a boat without knocking or getting the Captain’s permission;

      - Leave a boat or a job untidy;

      - Walk past litter or garbage anywhere on the property without picking it up;

      - Stand around doing nothing – there is always something to do in a Marina;

      - Ask for, or hint for, a tip;

      - Curse and swear in front of customers or on marina premises;

      - Show a foul mood, or let a personal problem rub off on any customer;

      - Loose your temper.

Research has shown that happy customers pass on the good word to 5 people, if they have been treated well and fairly.  But an unhappy or dissatisfied customer complains to 25 people.

As a goal for all staff members, MARINA NAME wants all our customers to say NICE things about us to 5 or more others.

