Everyone an Ambassador

While attending the Evansville Business Expo in September, I talked with John Gishnock
of the Formecology landscaping company. He commented on the Inventors and
Entrepreneurs Club meeting earlier that week.

They’d had a presentation on social media, and it struck John that with his online
presence he had a role as an ambassador for the community. He could post information
about local events, he could support local businesses, and he could present his view on
the wonderful aspects of Evansville as a place to live. And he took it further, telling me,
“Everyone an ambassador.”

He saw that with the prevalence of social media, all of our residents should have a role in
representing Evansville.

The idea of “Everyone an Ambassador” stuck with me. I’ve thought over it since then,
wanting but not quite sure how to write a column expressing the idea. I like the catch
phrase, but it’s not a new idea. Still, it is one worth repeating.

I don’t want these comments to be taken as some platitude, something you might see on a
cheap motivational poster. Ifonly it were that simple. However, I’m also not proposing
to revolutionize the ways we treat each other.

At a Chamber of Commerce luncheon back in March, Sarah Bauer of the Sarah and
Company hair salon commented about the importance of having everybody on board,
business owners and employees. She said even a clerk at a gas station has a role as the
face of the community. A clerk may give directions or recommend a place to eat. That
simple interaction makes a difference. It helps the customer meet his or her concerns. It
helps make the customer’s day. And they come away with good impressions of the
business and of our community.

Often customer service is about the small wins.

During a Committee of the Whole meeting in July, the city council and department heads
discussed the importance of the City providing top-notch services. People have high
expectations, and we need to meet them. People come to us when they have a problem,
and they expect us to fix it. We need to be cognizant of the situation from their point of
view; for example, a burst pipe might be routine for us but it’s an emergency for them.

Alderperson Todd Culbertson, who owns the Rock N Rollz Sandwich Company,
described his approach. Whether a customer, a supplier, or whoever comes through the
door, he has to make each and every transaction count. He deliberately tries to connect
with every person with whom he comes in contact. Customer service means looking
someone in the eye, smiling, and remembering and using people’s names. It means basic
courtesies like please, thank you, and you’re welcome.



Last week at another Chamber of Commerce luncheon, Jim Brooks spoke to a couple
dozen local businesses about economic development. In answer to the question who
performs economic development, he said, “Everyone in this room, every day you open
your doors...every time you reach out to a customer who may never have crossed your
threshold and every time you provide just that extra step in customer service.”

Again, everyone should take responsibility for customer service. And it needs to be a
continual process, all the time. I remember reading somewhere a statistic that eighty
percent of companies believe they provide good service, but only eight percent of their
customers agree. To be successful, customer service needs to be a continual process.

These examples might be from local businesses. And, in talking about customer service,
that makes sense. But the concept should not be limited to our businesses. All of our
residents have a responsibility in how they represent our community.

Carry the holiday spirit throughout the entire year, and impress people by being from
Evansville. Expect to connect: when you meet someone on the street or in a store or
church, when on Facebook, and even in situations when you would normally be
considered the “customer.”

Everyone an ambassador is about bringing the best we have to any situation. Take the
responsibility of representing our community. Embrace it. Own it.

Everyone an ambassador.



