ENHANCING THE
EXPERIENCE

CONSISTENT CUSTOMER
SERVICE AT THE RETAIL LEVEL
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HOW WE DEFINE CUSTOMER SERVICE

« A COMPANY MISSION STATEMENT

A TRAINING PROGRAM

« ATOOL TO MONITOR AND EVALUATE




To Have a Friendly and
el Knowledgeable Staft Serve the

i " Finest and Freshest Hawaiian

: g Coffees 1n an Inviting, Clean and
._ Tr_aj“ - Fun Atmosphere
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Creating an EXPERIENCE
for the Customer

« Place- clean, Hawaiian whimsical motive
* Product- Variety of 100% Hawaiian Coffees

» People- Knowledgeable and Friendly




10 Steps to Success
1. Maintain a positive attitude and a pleasant disposition
2. Greet every customer within 30 seconds of their entering the store.
3. Behave as a professional salesperson, not a clerk
“wi\: 4. Do not assume
o 5. Be Proactive
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6. Ask questions
| 7. Exhaust all possibilities
8. Close the sale
9. Find out and work through the customer’s objections

10. Keep a customer book
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Step Three Ltd. dba Kimo Bean Coffee Company

Selling Skills
Shopping Test Form
[ Store Location: ) ) Dala: e
Time In: ’ ] | '.rll.'ﬂﬂl Oz

“Sales person (nama or description);

puuu answer Fl.;lllmq'lng ] qu u-,-llm!. Yaa, Mo, or NiA CYES "_J[_‘.I_:

1 1_,,- the & _,'r pree |‘-..g|-. sEves in A ‘rr“lr'ﬁ anil mannos in — =

| regard bo dress And grodring Dased 00 e Jress codda policy?

3. Did the salesporson approach you and offer you & semple of
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suggest thal you go ahead and purchass an Hom 1l you
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8. Il applicable, i for any reason you resisted the salasporsan's

suggestion thal yau make the purchase, did they try o find outor ' [] | L
| understand why you wane not geing lo buy?

7. apotcathe, | you expressed concem ahout Bhking your
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SAFEGUARD SERVICES, INC.

1000 Maboop Stecet # Sulve 808 # Honolulu, Hawaii 96813 - 4206

Te‘l-:phnnl.-: {HOMY 5248.72006 Fax: (808 5233826
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SNACK SHOFr II?LIEHT Stap Thrasa, Lid.

DATE: Q3M17/04

| WEEKDAY: Wednesday

LOCATION: Kimo Bean Coffec -~

TIME IT:

1:36 PM

| TIME OUT: 1:50 PM
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STEP THREE LTD. DBA KIMO COFFEE BEAN COMPANY

SELLING SKILLS
SHOPPING TEST FORM

STORE LOCATION: Ambassador Hotel DATE. 03/17/04

TIME IN; 1335 p.m. | TiMe QuT:  1:50

SALES PERSON (NAME OR DESCRIPTION) Oliver

Please answer the following 9 questions, Yes, No, or N/A

1. Wera you greeted when you entered the stora?
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N/A

:

2. Did the staff present themselves in a professional manner in
reqard fo dress and greoming based on the dress code policy?

3, Did the salesperson approach you and offer you a sample of
brewed coffee and a brochure when you were browsing the retall
area?

0 (= EE

4, Did the salesperson ask you questions that would help them
lo determine your needs or iasta in regard to the products thal
are carmied in the slore?

-
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(5. Did the salesperson ‘ask for the sale'? Did they In sama way
suggest that you go ahead and purchase an ilem that you
seemed Intereslted In?

8. If applicable, if for any reason you resisted the salesperson’s
suggestion that you make the purchase, did they try to find out or
undersland why you were not going to buy?

7. Il applicable, if you expressed concem about taking your
purchase with you, did the salesperson mention thal shipping
was avallable?

8. Alter making your retail selection, did the salesperson suggest
another itam 10 add to your purchase?

9. At the end of your transaction, did the salesperson thank you
for your visit & inform you about their website?

| www kimobean.com
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STEP THREE LTD. pBA KIMO COFF EE BEAN COMPANY

SELLING SKILLS

SHOPPING TEST FOrRM
| STORE LOCATION: Hyat Regency Waikiki | DATE: 13/27/04
TIME IN: 2:21 p. | TIMECUT:  12:88 pin,

'SALES PERSON (NAME OR DESGRIPTION): 0

Pleass answer the following 9 questions, Yes, No, or um
1. Were you greeted when you entered the store?

2. Did the slaff present themselves in a professional manner in
regard to dress and grooming based on the dress code policy?

£
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3. Did the salesperson approach you and offer you a sampie of
brewed coffee and a brochure when you were browsing the retail
area?

4. Did the salesperson ask you questions that would help them
to determine your needs or taste in regard to the producls that
are carried in the store?

4. [d the salesperson ‘ask for the sale’? Did they in soma way
suggest that you go ahead and purchase an item that you
seemed interested in?
b. If applicable, ¥ for any reascn you resisted the salesperson's
Suggestion that you make the purchase, did they try 1o find out or
understand why you were not going to buy?

{. If applicable, if you expressed concern about taking your
purchase with you, did the salesperson mention that shipping
was available?

0. After making your retail selection, did the salesperson suggest
ancther ilem 1o add {o your purchase?

9. At the end of your transaction, did the salesperson thank you
for your visit & inform you about their websita?
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The shopper entered the Kimo Bean Coffee Company at the Hyatl Regency
Waikiki Hotel at 1221 p.m. on Saturday, March 27, 2004 to find Employws A
{male. about §°6". slim bulld. with black hair) standing behind the service counter.
The employaa did not great the shoppar upon tha ahoppara antrance. Tha

amployea was wall groomead and professionally altired. There were no other
CURIOMArS prasent in the stors,

The slore was clegan and lidy with no disarray of any kind seen. Tho sholves
wirfa @ll well stocked with a variety of coffee beans and preducts. All of the
displays ware attractively presented.

The shoppar waitad for a few minulas 1o sae if any other staff was available.
Employea A did nat attampt to appraach the shopper, so the shopper decided 1o
leAave and return latar.

The shopper raturned at 12:35 p.m. Employee A, who waa later identifiad as
Raphael, was still present in the store and the only employas visible during tha
tesl,

A group af five Japanase customerns entered thy store snd ordered three hot
dogs. a slica of cake and several drinks from the employes. He prepared
everything and then rang the sale of $40.10. The customar tendered the axact




amount, which he put into the drawer. Ha then closed the drawer and issued a

recaipl o the customaer.

Tha next customer asked far two cups of coffee. He dispensed the coflee and
then rang the sale. The customer gave him the exact amount, which was

daposited inlo the drawer. A receipt was then issued Lo the customer.

The shappar continued to browse through the slore. Raphael did nol attampt 1o
approach the shopper. The shopper then asked him for assistance ragarding the

difforanoce between the decalleinated coffees.

Raphael explained to the shopper that the Kauai dacaf enffee was a weak coffee
and that the Kona decal was the “brand coffea” for their company. When the
shopper inguired which decaf was the best seller, Raphael replled, “The Kona
decat.” When the shopper askad why it was, he said that a highoer quality of

baan was used,

The shopper inquirad aboul tha Peaberry and was told that it was like two collee

beans that were stuck together to prepare the Peaberry coffee.

The shopper hesilabed for a shord while. Raphael did nol attempt 1o "sall” the

Kona brand coffes, so lhe shopper informed him that the shopper would



purchase the bag of Kona decal beans. He offered 1o grind the beans for the

shopper, bul the shopper declined the offer.

At the reqister, Raphae! did not attempt 1o interest the shopper in a drink. The
shopper then asked him which “chocolate” cold drink he would recommend. He
replied, “Toddy's." When asked whether they used espresso, he sald that they

dict not and that it was a special biend that they used

The shopper decided to get the Toddy's. 50 Raphael prepared the drink, He then
rang the sale, asking the shopper for $14.01, which was displayed on the
monitar. The shopper gave him $20.01, which he placed in the drawer. He
pullad out the correct change and returned it to the shopper along with receipt

#7010122477. He then closed the drawer and thanked the shopper.
Raphael had a fnendly demeanar. He did not approach the shopper while the
shopper was browsing through the store. No acknowledgement was voiced. He

dicd not sugges! other items that the shapper might be interested in.

The shopper departed at 12255 p.m



