[bookmark: _GoBack]Preparation [What do I need to do before the meeting so that I am ready?]
· Drinks
· Dinner (Mack is vegetarian)
· Shipping policy – remember to laminate
Opening [An activity to keep them busy while we wait for everyone to arrive, sometimes it’s something to read, find, fill out.]
· Your favorite piece – GO FIND IT!
Dinner [I always feed them, it’s nice to share a meal together.]
· Pizza
Housekeeping [The nit-picky stuff that makes me crazy – usually pick top 5 things – I do this early in the meeting while we are eating.]
· No magic flow on regular pieces
· Get to know new pieces; what’s the difference between round mug, jumbo mug, barrel mug
· Measure your platters
· Staple glass cards in front or pottery cards
Policy & Procedures [This is after dinner -when I have everyone’s full attention – it’s usually something important.]
· New shipping policy – does it fit in a shoebox?
· Reservations – all must go through computer!  No more handwritten reservations – EVER!
Customer Service [We move around for this, stand up and most of the time role play, switch rooms – change of scenery so they are refreshed after dinner.]
· Customer service is REALLY important!  CUSTOMER CULTURE!!
· You must engage with customers, speak friendly, clearly & loudly
· Phone script: ROLL PLAY!
Good _________________ (morning, afternoon, evening).  Thank you for calling Walls of Clay, this is _____________________ (your name).  How can I help you today?
·  If you don't have the answer, put them on mute and find out or take their number and return call.
· Anticipate their move before they ask (think like a waiter)
· clean water
· small brushes
· practice tiles
Activity | Teacher Tip | New Technique [My staff will say this is their favorite part – usually involves learning a new technique hands on.  If there are no new techniques – we practice teaching an existing technique to each other so that it makes the customer experience better.]
Go to front of studio...
· How to use a funwriter (Jenn to demonstrate teaching a customer)
· [image: ]Teach each other
Closing [Just a wrap up, like to end it on a light/positive note & we eat a quick dessert.] 
· What is your favorite part of your job at WOC? 
· Handprint training – Next month! 
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