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Idea Generators 

Be Responsive 

Definition of Responsive: 

Being Responsive at CWU is defined as “readily taking action focused on making 

the customer experience a positive one.”  

This list of Idea Generators contains:   

 1 – 4-minute video: Completing Tasks Versus Creating an Experience – Pike’s 
Place Fish Market 

 1 – 9.5-minute video: Hollywood 

 1 – 4.5-minute video: Indifferent Service: The Silent Killer of Customer Loyalty 

 1 – 2.5-minute video: Customer Service Wows – It’s About Consistency 

 3 articles: 
o Creating Moments of Wow 
o Non-verbal Communication in Different Cultures 
o Become a Better Listener: Active Listening 

 1 – 30-minute course: Active Listening Skills for Professionals 

  Famous Quotes to share with your staff as you see fit 

 

1. 4-minute video: Completing Tasks Versus Creating an Experience – Pike’s 

Place Fish Market  

Overview  

The setting is Pike’s Place Fish Market in Seattle. The speaker emphasizes the 

simplicity of taking a routine task such as selling fish and turning it into an 

experience that delights customers. 

Follow up with your team by posing the following questions: 

 In our area, what tasks need to be completed on any given day? 

 Which of those tasks have we already turned into positive customer 

experiences and what do we do that makes each a positive customer 

experience? 

 What can we do to turn even more of our tasks into positive customer 

experiences? 
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2. 9.5-minute video: Hollywood 

Overview  

A true story of a Marriott Hotel employee who went above and beyond to 

provide support for a customer in need with little to no extra effort or cost 

on the part of the employee. 

As a team, talk about the following: 

 What caring acts of kindness can we provide our customers that will 

create a sense of loyalty in them? 
 

3. 4.5-minute video: Indifferent Service – The Silent Killer of Customer Loyalty  

Overview 

In this video, the speaker discusses how indifferent customer service can 

destroy customer loyalty, along with tips for providing caring service. 

Follow up with your team using the suggestions given in the video: 

 For the customers we serve, what would indifferent service look like or 

sound like? 

 What would the opposite of each example we came up with look and 

sound like? 
 

4. 2.5-minute video: Customer Service Wows – It’s About Consistency 

Overview 

The speaker emphasizes the importance of consistently providing excellent 

customer service. 

As a team, talk about the following: 

 the need for consistency in delivering excellent service 

 how we can ensure we are consistent in delivering excellent service 
 

5. Article: Creating Moments of Wow 

Summary  

This is a touching true story of how a server at a restaurant helped 

memorialize a special moment for some customers with a “little wow,” 

turning the experience into one they will never forget. 
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Follow up with your team by posing the following question: 

 In our area, what are some “little wows” or simple acts of kindness we 

can do for our customers? Keep in mind that these little wows: 

o should be of little to no cost 

o should be of little to no investment of our time 

o will likely result in good feelings 

o will likely result in happy, grateful customers 
 

6. Article:  Non-verbal Communication in Different Cultures 

Overview 

Non-verbal communication or body language is an important part of how 

people communicate. In working with people of different cultures, it is 

important that we realize differences exist in the way people perceive 

various non-verbal communications. Hand and arm gestures, touch, and eye 

contact (or its lack) are a few of the aspects of non-verbal communication 

that may vary significantly depending upon cultural background. 
 

7. Article: Become a Better Listener: Active Listening 

Summary  

Most people go through their daily lives engaging in conversations with 

friends, co-workers, and family members without truly listening as well as 

they could or should. We’re often distracted by other things.  In this article, 

the author describes thirteen steps to better “active listening,” a technique 

that allows a person to build rapport, understanding, and trust with their 

audience. 

Follow up with your team by challenging them to choose two or three of the 

suggestions for active listening to try out. Be sure to re-visit from time to 

time to see how the suggestions are working out for your employees. 
 

8. 30-minute course: Active Listening Skills for Professionals 

Overview  

Active listening skills are time-tested tools used by professionals in a wide 

range of occupations to enhance their work. Active listening means listening 

attentively to the speaker’s words, meaning, intent, and emotions in an 

unbiased positive way. Active listening also involves creatively utilizing a 
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blend of discrete skills that can be brought to bear in any conversation to 

draw out additional meaning, intent, and emotions. In this course, you’ll 

review more advanced listening skills to help you operate more effectively in 

your workplace. These skills include how to prepare your mind to actively 

listen, how to actively demonstrate “I’m listening,” how to draw out thoughts 

and emotions from speakers, and how to steer conversations and ensure 

understanding. 
 

 

9. Famous Quotes: 

 Use to start a meeting, to start the workday, or as an email about a 

”Positive Thought for the Day” 

“Ask not what your country can do for you. Ask what you can do for your 

country.” ― JFK  

“The best way to find yourself is to lose yourself in the service of others.” ― 

Mahatma Gandhi 

“You are what you do, not what you say you'll do.” ― C.G. Jung 

"Whatever you are, be a good one." - Abraham Lincoln  

"Men are rich only as they give. He who gives great service gets great 

rewards." - Elbert Hubbard 

"To listen closely and reply well is the highest perfection we are able to attain 

in the art of conversation." - Francois de La Rochefoucauld  

"We see our customers as invited guests to a party, and we are the hosts. It's 

our job to make the customer experience a little bit better." - Jeff Bezos 

"One of the greatest gifts you can give to anyone is the gift of attention." - 

Jim Rohn  

"Our greatest asset is the customer! Treat each customer as if they are the 

only one!” - Laurice Leitao  

 

 

 

 

We gather our inspiration from a variety of sources and do not promote a 
particular belief or creed. We strive to be inclusive. 
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