Model program

Instructor training, customer service essential for success

BY CAREY E. TINKELENBERG

hile the quality of a Basic
Skills program can be mea-
sured in many ways, knowl-
edgeable, trained instrucrors

and top-notch customer ser-
vice are factors that undoubtedly impact the
strength and reputation of your program. Be-
low are some tips to consider as the new season
begins.

Training your instructors

Your staff has the most direct influence on
the experience of your skaters, which comes
with a great deal of opportunity and responsi-
bility. An organized training program is a great
way to refresh your instructors’ knowledge, en-
sure their understanding of your policies and ex-
pectations, and build synergy among the team.
Here are tips for designing a training program:

e Start with a fun teambuilding activity.
Not only is training intended to improve your
team’s teaching skills, it is also a chance to en-
hance other skills that will make your program
stand out, such as communication and team-
work. Try team Jeopardy or sharing your fun-
niest/scariest coaching moments.

e Clarify your policies and expectations.
Highlight changes from previous years and ex-
plain why they have been implemented. Field
questions now to avoid surprises during the
season.

 Use variety. Just as you would expect
your instructors to do in their group classes,
consider your team’s varied learning styles: vi-
sual, auditory and tactile. Invite a guest speak-
er, read through handbooks, do “mock classes”
on the ice, or practice lesson planning in small
groups. (Keep in mind that the skill-learning
that has the most impact involves doing.) Al-
low your team to role-play and problem-solve
rather than just listen. For example, discuss
“What do we consider a passing crossover?” or
“What steps should we take if someone asks
for a private lesson or their money back?”

* Involve your team. If you have instruc-
tors who are great with adults or especially tal-
ented at leading games, give them the chance
to share their knowledge. As a director, it is
important to remember that you are just one
member of a talented group. Encouraging
your staff to share ideas will create a confident,
empowered team and the highest quality pro-
gram possible.

Providing excellent customer service

Customer service includes everything
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from communicating with parents, to the at-
titude of your instructors, to ensuring that all
lessons begin and end on time. To provide ex-
cellent service, your instructors should have a
solid understanding of what it means in the
context of your program and the opportunity
to develop their skills. Here are tips for train-
ing instructors on CUstomer service.

* Ensure accurate knowledge of your pro-
gram and policies. Instructors need to be com-
fortable explaining this information to parents
and skaters. Try an informal quiz or role-play
challenging situations.

* Stay positive. Instead of “problem-solv-
ing,” train your instructors to “provide solu-
tions.” When interacting with parents, they
should always listen fisst and remain profes-
sional. Keep in mind that when communicat-
ing face-to-face, body language and tone often
speak louder than words. In the long run par-
ents are more likely to remember their experi-
ence with your staff members than the result of
those interactions.

* Complaints are good. Some complaints
circulate among parents and never get back
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complains to you er an instructor, it should
be seen as an oppermumity to address their
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concern directly and a chance for you to get a
“pulse” reading of your program. If you thank
customers for sharing their feedback and fol-
low through on their concerns, complaints
may turn into future compliments.

* Practice! Communicating with parents
can be especially intimidating for new in-
structors making the transition from skating
to coaching. Providing a chance to practice
during training and opportunities for parent/
coach interaction during the season will in-
crease the skills and confidence of your staff as
well as the satisfaction of your skating families.
Try hosting an open house or a “Coffee Hour
with the Coaches” to encourage interaction
and feedback.

e Above all else, your role as director is
to lead by example and hold yourself to the
highest possible standard of professionalism
and service. By setting the bar high for your
staff and recognizing their quality work, the
rest will follow.
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