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Ambassador booklet
Paisley Welcomes – Online has introduced you to some of the attractions and activities we have to offer and highlighted why we attract visitors, and who
we want to attract.
The ambassador booklet is designed to support you with some of the key information from the module and some other sources of useful information to
help you enhance your knowledge.
Paisley.is
The best source of information for place ambassadors is the Paisley.is website (www.paisley.is). We would ask you to recommend the website to everyone
that you can.
You can also keep up to date with the latest news and events from Paisley.is on Facebook (www.facebook.com/paisleyis) and Twitter (@paisleyis)
Suggestions and recommendations to visitors of things to see and do during their time in the area will encourage them to stay longer, spend more and
return. They will also be more likely to recommend our area to their friends, family and colleagues.

We hope you will find the following sources of information helpful - don’t forget to add your own favourites!
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For visitor attractions, activities, events and regular blogs on things to see and do in Paisley and Renfrewshire keep an eye on www.paisley.is
Renfrewshire’s visitor attractions include:
















Paisley Abbey
Sma' Shot Cottages
Paisley Thread Mill Museum
The Secret Collection (Paisley Museum’s archives)
Paisley Museum and Art Gallery / Coats Observatory
The Experience at Hillington
Weaver's Cottage, Kilbarchan
Snow Factor / Soar at Intu Braehead
Renfrew Museum
Johnstone History Museum
Castle Semple Visitor Centre and Country Park
Clyde Muirshiel Regional Park
RSPB Lochwinnoch
Finlaystone Country Estate
Ingliston Country Club
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Accessible activities:
Some visitors have specific access requirements. There are visitor attractions across Renfrewshire that can offer activities that are accessible, including:





Castle Semple Visitor Centre – from adapted bike hire to accessible watersports
The Experience – fully accessible electric go-karts
Snow Factor – activities led by Disability Snowsport UK
Ingliston Country Club – Accessible equestrian activities

Events:
We are renowned for hosting great events and festivals that attract visitors from all over Scotland, and there is something for everyone. The annual events
calendar includes:






Paisley Food and Drink (April) - A two-day event showcasing the best food and drink from Scotland’s larder.
British Pipe Band Championships (May) - Over 125 pipe bands from across the world compete at the St James Playing Fields, Paisley.
Weave Festival and Sma’ Shot Day (July) - A celebration of Paisley’s textile heritage including the weavers’ famous ‘sma’ shot’ victory.
The Spree (October) - A multi-arts festival in Paisley town centre with music, comedy, drama, dance, film and much more.
Paisley Halloween Festival (October) - A ‘spooktacular’ event with a growing reputation as one of the best family festivals around.

Other sources of information
Tourism information
Visitor information for WĂŝƐůĞǇ:

ŚƚƚƉƐ͗ͬͬƉĂŝƐůĞǇ͘ŝƐͬ

Visitor information for the rest of Scotland:

www.visitscotland.com

The nearest VisitScotland iCentre:

Glasgow Regional Information Centre, 156a/158 Buchanan Street, Glasgow, G1
2LL
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www.visitscotland.com/about/practical-information/vic/
Travel information
ScotRail:

www.scotrail.co.uk

McGill’s Buses

www.mcgillsbuses.co.uk

Parking information:

www.renfrewshire.gov.uk/parkinginfo

Glasgow Airport:

www.glasgowairport.com

Traffic Scotland:

www.trafficscotland.org

Traveline Scotland:

www.travelinescotland.com

Cruise ships docking in Greenock:

www.cruiseglasgow.com

Places to stay
Booking.com

www.booking.com

TripAdvisor

www.tripadvisor.com

Trivago:

www.trivago.com

Airbnb:

https://www.airbnb.co.uk/s/Renfrewshire--Scotland
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What’s On
What’s On Renfrewshire:

www.whatsonrenfrewshire.co.uk

Paisley First:

www.paisleyfirst.com
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Exceeding Customer Expectations
To be able to anticipate, accommodate and exceed customer expectations, it is important to be aware of the types of customers that you will deal with in
your particular workplace. Always aim to tailor the service you provide to suit their individual requirements.
Elderly People
Want a
professional,
friendly and caring
service. Many value
patience and a
“sympathetic ear”.
Most will
appreciate value for
money.

Families
Want a friendly,
knowledgeable and
efficient service. They
will be on holiday or
on a day out, so they
are looking for
"upbeat" chat, tips on
where they should
visit and facilities
which are family
friendly. Give them
information verbally
and pass on relevant
information,
brochures or details of
online info.

Overseas Visitors
May need information
about accommodation,
shops, restaurants,
transport and
attractions.
They may need you to
speak a little more
slowly and clearly.
Writing things down or
showing pictures/maps
can help.
If you offer even a
word or two in their
language, this gesture
is often greatly
appreciated.

Business People
Always provide a
professional, efficient and
reliable service. Be
confident when sharing
your experience and
knowledge of the City.
Exceed expectations by
being aware of any
conferences and events
on in the city, and
offering information on
transport, wining and
dining. It’s helpful to offer
services such as wake up
calls, newspapers, dry
cleaning, tailoring, bus or
train timetables, maps
and directions.

Visitors with Special Requirements
Customers with special
requirements will want
you to provide a
professional, friendly and
caring service. Be yourself
and maintain eye contact.
If the customer is in a
wheelchair, be sure to
speak directly to them,
not for example, to the
person who may be
pushing the wheelchair.
Ask the person to repeat
themselves if you do not
understand.
Always respect their
personal space.
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THE 7 STARS OF EXCELLENCE

Point to Point
Contact

Use Positive
Language

Expect the Best

Deliver More Than
Expected

Recognise Your
Customers

Keep Your Promises

Start and Finish on
a High

These are the
Moments of Truth
in the customer
journey. We must
ensure these are
delivered to the
highest standard
possible. Think how
you can deliver the
WOW factor at
each moment of
truth in the
customer journey.

Remain upbeat
when dealing with
customers. There
are always ways to
remain positive and
constructive. For
example, “I’ll find
out for you”, “thank
you for bringing
that to my
attention” or “I’ll
deal with this for
you”.

Always have a
strong mental
picture of a
successful outcome.

In order to deliver
the "WOW factor”,
find out what your
customers want
then try to add
more value. You
could for example
offer them
directions and a city
map, or offer a
tea/coffee top-up
(if appropriate).
Make a special
effort to make
customer contact
where relevant, or
you could ask
customers in
advance if they
have any special
requirements.

Everyone
appreciates being
recognised. A
simple “Good
Morning” for new
customers or "Hello
again” for regular
customers. People
love to be
recognised. It
makes them feel
valued and most
customers will
appreciate the
effort you make.

Nothing upsets
customers more
than when a service
promised isn’t
delivered. This can
be especially
difficult during busy
times. Make sure
you are aware of
what is happening
around you. Be
realistic and
anticipate when
delays may occur.
Customers
appreciate honesty
and if things
happen sooner you
may well exceed
their expectation.

There is no doubt
that impressions
count. The
welcome at the
start can be great
but is it always
great when
customers leave?
When customers
are leaving it is the
perfect opportunity
to demonstrate that
we care about
them.

95% of customers
are relatively easy
to deal with and are
appreciative of your
efforts to give them
excellent service.
Always regard the
5% who are less
appreciative as a
challenge - double
your efforts to
make them happy.
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Handling Customer Feedback
When dealing with complaints it is important to remain professional and follow your own company’s complaints process.
The following is an example process that can help guide you successfully through any complaints that you may have to deal with.

Be POLITE at all times. Stay calm, make eye contact and show you are focusing on the customer. Always display open body language and show good manners.
In order to fully understand the nature of a complaint it is important to let the customer have their say. It is vital not to jump to conclusions but to actively LISTEN
to the customer. Give them time to get everything off their chest, then repeat back to the customer summarising the details.
EMPATHISE - Acknowledging and understanding their point of view will enable you to ask relevant questions to establish what the concern is and how to resolve
it. If a complaint is important to the customer then it is important to you.
It is important that you ASK questions as you need to find out what has happened. If you are unsure how to handle a complaint or what action is required, or if
you feel a complaint is escalating out of your control, immediately seek advice from colleagues or management.
SAY what you are going to do. Having established what the problem is, it is vital to agree on a course of action the customer is happy with. When you are
agreeing on the action, be realistic and honest. Do not promise what you cannot deliver. Once you have agreed on a course of action, EXECUTE it as your first
priority.
Take ownership! The customer needs to be reassured that everything will be rectified and action taken as soon as possible. Always check back with the customer
to ensure that the agreed action happened and they are now happy with the situation.
It is important to RECORD and communicate all complaints back to your manager so they can take appropriate steps to ensure similar situations can be avoided
in the future. All feedback is good and it gives everyone the opportunity to resolve issues and not just satisfy the customer but to exceed their expectations.
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Continually Improving
Throughout this module you have been exploring how you can develop your skills as an ambassador for Paisley and Renfrewshire
The notes you have taken at the end of each module give you a focus on areas where you can develop your knowledge further. If you do the same things
every day you will just get the same results.
To continually improve the service you provide, you need to explore your performance and that of your team to ensure you are going the extra mile to
WOW your customers and provide a positive Paisley and Renfrewshire experience for all your customers and visitors.

“One person can make a difference and
everyone should try.”
John F Kennedy
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YOUR ACTION PLAN - Use these boxes to fill out your personal Action Plan for each section
THE PAISLEY EXPERIENCE:

EXCEEDING CUSTOMER EXPECTATIONS:

MAINTAINING A POSITIVE ATTITUDE:

HANDLING CUSTOMER FEEDBACK:

CONTINUALLY IMPROVING:
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Paisley Welcomes training was made available by the Paisley Tourism Team in association with a wide variety of industry partners. This module
has used original content and ideas from Glasgow Welcomes Online as created by the Glasgow Welcomes Initiative in partnership with Flow
Hospitality Training.

