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Making Christ Evident in Your Ministry:

Three Steps for Creating a Service Culture

A few years ago, I was part of a project which required that I fly monthly from Seattle to Los Angeles to deliver customer service training and quickly became a “regular” at a well-known hotel.  

On this particular occasion, after surviving the stress of flying and the trauma of Los Angeles traffic, I arrived at the hotel tired, hungry, and grouchy. Walking up to the front desk, I was suddenly greeted with a cheerful woman who said, “So good to see you again, Jan. We were expecting you!” I was whisked away to my room and there, to my delight, was everything that helped me feel at home – a radio station playing my favorite station, the Wall Street Journal on the bed, and a fresh fruit plate, complete with chocolate and a Diet Coke!    

So what does this have to do with a ministry? In a word - everything. If a secular company, such as a hotel, is able to transform a grouchy customer to a loyal fan, how much more should our ministries actively pursue God’s agenda by playing an integral part in the spiritual transformation of our donors, partners, and one another? 

Making a Mark

 As Christ’s ambassadors, we are called to make an indelible mark on the world, representing his life to everyone we come in contact with, whether in person, by telephone, through the Internet, or through our marketing efforts.

Service encounters are everywhere! To ensure the spirit of Christ is evident in each one, there are three steps to take as managers:

· Create a vision of service.  Managers need to provide their staff members with an unswerving commitment to the customer, modeling this vision by their words, attitudes and actions. As part of a team who delivered strategic leadership training to senior managers in the state-of-the-art Boeing Leadership Training Center in St. Louis, I was so impressed by the phenomenal service provided by the staff that I asked the director what they did to ensure that every person, from the cook to the front desk, lived their service vision. He replied, “We make sure everyone on the management staff spends a day from time to time working with the service staff.” What an example for Christian ministries to follow! An effective service vision is clear, concise, and customer-focused.  The mission statement at Willow Creek’s First Step Ministries states, “We radiate gracious hospitality.  

Action Step:  As managers, what is your vision statement for customer service?  How are you modeling this vision?

· Inspire learning at every level.  While working at World Vision as a training consultant, I developed and delivered customer service training to over 300 donor service representatives who daily talked with thousands of people on the phone.   As programs and needs changed, front line staff needed the latest tools, knowledge, and resources – so customer service training was offered every year. Continuous learning is vital, especially for your front line employees who are your ministries in the minds of your donors. 

Action step: What are you doing to support your staff’s learning?  What are you doing to reinforce the learning so it gets “transferred” from the classroom to your staff’s workstations?

· Align systems to support the vision.  Managers are called upon to remove the barriers that impede staff members from delivering exemplary service.   Lead by example.  Treat your staff as well as or better than your finest donors. Ensure your reward and recognition programs reinforce service behaviors. Ask for service feedback from both your donors and employees.

Action step: What roadblocks or obstacles do you need to remove so your staff can deliver the best possible service to your donors?

As Harry Beckwith shares in his book Selling the Invisible, “Small efforts can produce tremendous results.”  We can choose every day to do little things to “spread everywhere the fragrance of the knowledge of Christ.”  

By applying these steps consistently, managers can create a culture in which their staff spreads daily the aroma of Christ in intentional and tangible ways! 
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