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Idea Generators 

Be Welcoming 

Definition of Welcoming: 

Being Welcoming at CWU is defined as “greeting and treating others with 

politeness, kindness, and thoughtfulness.” 
 

An electronic version of this document, Idea Generators for Be Welcoming, may 

be found under Manager Resources on the Wildcat Way website located at 

https://www.cwu.edu/wildcatway/.                  
 

This list of Idea Generators contains: 

 CWU’s Telephone Guidelines 

 2 articles: 

o Customer Service Lesson: Manage Initial Impressions 

o 19 things successful people do in the first 10 minutes of the 
workday 

 1 - 4.5-minute video: If you give a little love… 

 1 - 2.25-minute video (for your reference only): Understanding 
Emotional Alignment  

 Famous Quotes to share with your staff as you see fit 

 

1. CWU’S Telephone Guidelines: 

 Answer an incoming telephone call like this: 

o Greet the caller. - “Good morning.” 

o Identify your department. – “Human Resources” 

o Identify yourself. – “This is Bobbi.” 

o Offer to be of assistance. – “How may I help you?” 

o Put it all together, it sounds something like this – “Good 

morning…Human Resources…this is Bobbi…How may I help your?” 
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The caller now knows you’re glad she’s on the line, you’re happy to 

help her, she’s reached the correct office, she’s talking to a real 

person, and that person’s name is…. 

 Gathering pertinent information from the caller: 

o Listen to the caller to gather pertinent information (name and 

reason for the call). 

o Addressing the caller by name, repeat the reason for the call back to 

the caller to make sure you understand. 

o Ask the caller if that is correct. 

o If you are not the person who is able to assist the caller, proceed to 

the guidelines for transferring a call below. 

The caller feels confident that you know what you’re doing as you 

guide the call by gathering the details regarding the reason for the 

call. 

 Transfer a telephone call like this: 

o Ask the caller if you may transfer him to the appropriate person. 

o Assuming the caller is okay with that, ask for his phone number in 

case you become disconnected during the transfer. Also, provide the 

caller with the direct number of the person or department to whom 

you are transferring in case the caller wishes to reach out 

directly…assuming it is a reasonable number to give out. 

o Carry out the necessary steps to initiate the call transfer. 

o When the person to whom you are transferring picks up the phone, 

explain who you have on the line and the reason for the call. That 

way the person to whom you are transferring the call can pick up 

the conversation where you left off, and the caller doesn’t have to 

repeat himself. 

o Complete the call transfer. 

o Put it all together, it sounds something like this – “Mr. Jones, the 

person who can help you with that is Bobbi.…Would it be okay if I 

transfer you to her?…May I have the phone number at which we can 

reach you in case we become disconnected during the transfer?...” 

“Bobbi, I have Jennifer Jones on the line. She’s calling because…May 

I transfer her to you?” 
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If Bobbi does not pick up, return to the caller and explain that Bobbi 

is unavailable right now and offer to have Bobbi give a call back 

when she is available. Then make sure to pass the information on to 

Bobbi so she can return the call. 

The caller puts forth little effort and feels satisfied that his 

questions/issues are being addressed. 

 End a telephone call like this: 

o Addressing the caller by name, ask if there is anything else you may 

help him with today. 

 If so, follow the steps above again to assist with something else. 

 If not, thank the caller for calling and wish him a pleasant day. 

o Put it all together, it sounds something like this – “Mr. Jones, is 

there anything else I can help you with today?.…Wonderful. Thank 

you for calling CWU Human Resources. You have a pleasant day.” 

The call ends on a positive note, and the caller feels positive about the 

service he received. The employee has gone above and beyond by 

offering to be of further service. 
 

2. Article: Customer Service Lesson: Manage Initial Impressions  

Summary  

The setting is the ticket counter of a movie theater. Customer is waiting in 

line to buy tickets to the movie. Two employees selling tickets are totally 

ignoring customers in line. Customer asks to buy a ticket. Employee answers 

that they aren’t open yet and goes back to conversation with other 

employee, totally ignoring customers in line. Customer questions employee 

about why door to building was open then. Employee replies, “Not sure,” 

and goes back, once again, to ignoring customers in line waiting to buy 

tickets. 

Follow up with your team by posing the following questions: 

 How can each of us individually make a great initial impression on our 

customers? 

 How can we, as a team, make a great initial impression on our 

customers? 
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3. Article: 19 things successful people do in the first 10 minutes of the 

workday 

Summary  

The article suggests “How you handle the first 10 minutes of your workday 

can largely determine how productive and effective you’ll be the rest of the 

day.” It goes on to recommend 19 things most successful people do to start 

their day: 

19 Things Successful People Do in the First 10 minutes of the Workday 

1. Show up on time. 

2. Reflect. 

3. Take a moment to pause and be present. 

4. Get comfortable. 

5. Organize their workspace area. 

6. Stretch, stand, and walk. 

7. Review their to-do list and prioritize. 

8. Visualize success. 

9. Adjust and map out their day. 

10. Don’t multitask. 

11. Anticipate distractions. 

12. Say “no.” 

13. Block out negativity. 

14. Take time to greet their team. 

15. Take a temperature read of their staff/co-workers. 

16. Smile and laugh. 

17. Take a moment to be grateful. 

18. Think about how they can help others. 

19. Strategically check email. 
 

Follow up with your team by having each person pick several suggestions 

from the list to commit to each day.  

Continue to follow up often with your team, asking if the suggestions each 

member chose seem to be making a difference in their 

attitude/happiness/satisfaction during the workday. 
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4. 4.5-minute video: If you give a little love…  

Summary 

This is an inspirational video of hope and giving, of helping your fellow man. 

It starts with one random act of kindness that explodes into many. 

Follow up with your team by brainstorming: 

 What are some simple courtesies or acts of kindness we can bestow upon 

our customers? 
 

5. 2.25-minute video: Understanding Emotional Alignment 

Key Points 

 Be aware that you, the supervisor, set the emotional tone. 

 Acknowledge how people are feeling. Be present for your employees.  

 Look for ways you can shift people into feeling pride, optimism, 

excitement, sympathy, and humor. 
 

6. Famous Quotes: 

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

”Positive Thought for the Day” 

“Positive anything is better than negative nothing.” – Elbert Hubbard 
 

“Once you replace negative thoughts with positive ones, you’ll start having 

positive results.” – Willie Nelson 
 

“When you wake up every day, you have two choices. You can either be 

positive or negative; an optimist or a pessimist. I choose to be an optimist. 

It’s all a matter of perspective.” – Harvey Mackay 
 

“You cannot have a positive life and a negative mind.” – Joyce Meyer 
 

“Positive thinking will let you do everything better than negative thinking 

will.”   – Zig Ziglar 
 

“If you have a positive attitude and constantly strive to give your best effort, 

eventually you will overcome your immediate problems and find you are 

ready for greater challenges.” – Pat Riley 
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“Thousands of candles can be lighted from a single candle, and the life of the 

candle will not be shortened. Happiness never decreases by being shared.”             

– Buddha 
 

“Kindness is the language which the deaf can hear and the blind can see.”             

– Mark Twain 
 

“You never get a second chance to make a first impression.” – Will Rogers 

"A customer is the most important visitor on our premises, he is not 

dependent on us. We are dependent on him. He is not an interruption in our 

work. He is the purpose of it. He is not an outsider in our business. He is part 

of it. We are not doing him a favor by serving him. He is doing us a favor by 

giving us an opportunity to do so." - Mahatma Gandhi  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

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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