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Financials….
£

Income 31,666
Expenditure 21,537
Income Less Exp 10,129



Events….



Committee….



Reports….



Re-Building Trust with Customers & Colleagues

Sally Prescott



Our ambition is for the UK to renowned for Exceptional 
Service.

For the teams delivering the service to have a ‘Zest for Life’ for 
the work they do, as they are valued and inspired by their 

leaders.

Exceptional Customer Service & Leadership Development



Consider the following statistics:

• 48% of people in the UK say they are ‘very’ or ‘somewhat’ scared 
that they will contract COVID-19.

• 69% of people in the UK say they are avoiding crowded public 
places.

Source: YouGov, June 2020



The plan:

• Remember the ‘feel good factor’ around trust
• What is required in order to build trust
• Explore how our customers and colleagues might be behaving
• How to build a track record of trust
• Become trusted as an industry who is serious about its 

reputation 



Being trusted

• How does it feel when you are trusted?
• What makes you trust others?
• What about first impressions?



Why is it important now to build trusting relationships?

• Who do we want to build trusting relationships with?



Self awareness would be useful here:

1st: take a look at ourselves, be open and honest
2nd: take a look at our team, be open and honest
Examine each individual



2 Things we need to build trust:

Character CompetenceTRUST



Trust

Character:
How we behave

Competence:
Our track record/what we do

Personal values
i.e. Respect

Company 
Values
i.e. Living your culture

Customer

Colleague

Revenue/Profit

Adherence to 
legislation

• Safety & Reassurance
• Rebuild reputation

• Safety & Reassurance
• Rebuild reputation

• Recoup
• Be wise

• Covid19 guidelines

✗ ✗✗ ✗✓ ✓



1st Character: How we behave

Character
:How we behave

Personal values
i.e. Respect

Company 
Values

i.e. Living your culture



Do we ever let ourselves down?



What is behind this behaviour?

• Fatigue
• Lack of confidence
• Uncertainty
• Worry
• Stress
• Frustration
• Anxiety
• Etc.



Feeling anxious

Anxiety can show in a variety of ways. This can be as changes in your body, in being constantly worried or changes in your behaviour, such as 
becoming overly careful or avoiding things that trigger anxiety.

You may:

• feel tired, on edge, restless or irritable
• feel a sense of dread
• be unable to concentrate or make decisions
• have trouble sleeping
• feel sick, dizzy, sweaty or short of breath
• be shaky or trembly
• get headaches or tummy aches
• avoid situations or put off doing things you are worried about
• have difficulty falling or staying asleep
• experience a noticeably strong, fast or irregular heartbeat
• have pins and needles
• have a dry mouth
• sweat excessively
• repeatedly check things or seek assurance from others

Taken from www.nhs.uk

http://www.nhs.uk/


Helpful resources:

www.nhs.uk

http://www.nhs.uk/


Workbook



Helpful resources

Tackle your worries:
https://www.nhs.uk/oneyou/every-mind-matters/anxiety/#custom-2column-share-shelf

Challenge your anxious thoughts:
https://www.nhs.uk/oneyou/every-mind-matters/anxiety/#custom-2column-share-shelf

Problems to Solutions:
https://cedar.exeter.ac.uk/media/universityofexeter/schoolofpsychology/cedar/documents
/liiapt/Problems_to_Solutions.pdf

NHS UK Website
https://www.nhs.uk/oneyou/every-mind-
matters/anxiety/?WT.tsrc=Search&WT.mc_id=Anxiety&gclid=EAIaIQobChMI-qjn1N-
L6gIVWuztCh0wDAnfEAAYAiAAEgK85vD_BwE

https://www.nhs.uk/oneyou/every-mind-matters/anxiety/
https://www.nhs.uk/oneyou/every-mind-matters/anxiety/
https://cedar.exeter.ac.uk/media/universityofexeter/schoolofpsychology/cedar/documents/liiapt/Problems_to_Solutions.pdf
https://www.nhs.uk/oneyou/every-mind-matters/anxiety/?WT.tsrc=Search&WT.mc_id=Anxiety&gclid=EAIaIQobChMI-qjn1N-L6gIVWuztCh0wDAnfEAAYAiAAEgK85vD_BwE


Helpful behaviour to build trust:

Character:
How you behave

Your company values



Behave in a way that is aligned to your company values



Helpful behaviour to build trust:

Character:
How you behave

Your company values

Trusted leadership behaviours



13 Behaviours of High Trust Leaders

1. Talk Straight: Tell the truth. Let people know where you stand. Demonstrate integrity.

2. Demonstrate Respect: Show that you genuinely care. Respect everyone, even those who
can’t do anything for you. Show kindness in little things.

3. Create Transparency: Be genuine, open, and authentic. Don’t hide information or have
‘hidden agendas.’ Operate on the premise of ‘what you see is what you get.’

4. Right Wrongs: Apologise quickly. Make restitution where possible. Demonstrate personal
humility. Don’t cover things up. Do the right thing.

5. Show Loyalty: Give credit to others. Be loyal to the absent. Represent others who aren’t
there to speak for themselves. Don’t talk negatively about others behind their backs.

6. Deliver Results: Establish a track record of results. Accomplish what you are hired to do.
Don’t over promise and under deliver. Don’t make excuses for not delivering.

Taken from: Franklin Covey ‘Great Leaders, Great Teams, Great Results’ 



13 Behaviours of High Trust Leaders
7. Get Better: Continuously learn and improve. Increase your capabilities. Develop formal

and informal feedback systems. Thank people for feedback. Act upon feedback
received.

8. Confront Reality: Meet issues head on. Address the tough stuff directly. Acknowledge
the unsaid. Lead conversations courageously.

9. Clarify Expectations: Disclose and reveal expectations. Discuss and validate them.
Renegotiate them if necessary. Ensure expectations are clear.

10. Practice Accountability: Hold yourself and others accountable. Take responsibility for
good and bad results. Clearly communicate how everyone is doing.

11. Listen First: Listen before you speak. Listen with your ears, eyes and heart.
Understand. Diagnose. Don’t assume, find out.

12. Keep Commitments: State your intent and then do it. Make commitments carefully.
Make keeping your commitments the symbol of your honour. Don’t break confidences.

13. Build Trust: Extend trust abundantly to those who have earned your trust. Extend trust
conditionally to those who are earning your trust. Don’t with hold trust because risk is
involved. Taken from: Franklin Covey ‘Great Leaders, Great Teams, Great Results’ 



Things we need to build trust:

Character CompetenceTRUST



2nd Competence: Our track record

Competence
:Our track record



Do we let ourselves and our team down?



Do we let ourselves and our team down?



Or maybe just some of the time?



Have a track record of delivering results for the whole of 
the team/industry:

• Customer
• Colleagues/Team
• Profits/revenue
• Legislation

The numbers will tell us if we’re on track or not!



Consider your customers 

• What are you doing to ensure no cases of COVID-19 are born 
from a customer experience within your business?

• How easy is it for customers to ask you questions and share their 
needs and concerns?

• How will you and your team behave in a way that instils trust, 
calmness and hospitality?



Consider your colleagues

• What are you doing to ensure no cases of COVID-19 are 
born from a colleague working within your business?

• How will you ensure that your team can communicate 
effectively with you, so they can express any concerns or 
ask questions about information you have shared? Also to 
openly voice their own worries or concerns?

• Is your team confident handling tricky, concerned, anxious 
or frustrated customers or colleagues?



Consider your business

• What adjustments do you need to make to maximise revenue?

• What steps do you need to take to ensure this revenue converts 
to profit in the most efficient and effective way?

• What systems and processes need to be considered or re-
considered, updated or renewed?



Consider your adherence to legislation

• Do you and your team fully understand the new legislation and 
guidelines?

• What evidence do you have that you have adhered to all 
legislation?



What if there is a lack of trust?

• In ourselves?
• In our customers?
• In our colleagues?
• In our business?



Handy hints and tips:

1. Assess your level of trustworthiness
2. Seek help and support

• Focus on one area and build on this
3. Assess your team’s level of trustworthiness
4. Offer help and support to others

• Focus on one agreed area and build on this
5. Enhance your skills
6. Ask the experts or people who have a positive track record
7. Review your company values
8. Consider the 13 behaviours of high trust leaders
9. Have a healthy lifestyle, it all goes pear shaped when we’re sick, tired 

and/or stressed
10. Be calm and clear about what is expected of you



2 Things we need to build trust:

Character CompetenceTRUST

Trusted leadership behaviours

• Customer
• Colleagues/Team
• Profits/revenue
• Legislation

Your company values





Eugenio Pirri
Chef People & Culture Officer
Dorchester Collection





COMMUNICATION
Done via:

• Weekly update calls

• Zoom meetings

• Daily coffee chats with GM

• Cluster weekly calls 

• One to one calls with isolating 

employees weekly

• WhatsApp messaging

• Phone tree system

ü Legends@home





COMMUNITY SUPPORT



NEW NORMAL - PROTOCOLS

Employee Lead 
Communication

Cleanliness and 
Sanitizing Measures

Checklists and 
Inspections



Re-imagining 
the guest experience



Re-imagining the guest experience
A CASE FOR CREATIVITY

GYM 
SUITES

OUTDOOR 
CARDIO

+

CURRENT



Re-imagining the guest experience
A CASE FOR CREATIVITY

SCENARIO
GUEST A  requested 
an area in the hotel 
to have a business 

lunch meeting.

PAST PROCESS
We would offer a 

private area in our 
restaurant or bar for 

him to use.

OUR CREATIVE SOLUTION
We set up our Presidential suite patio for him to 

conduct his business lunch in privacy, comfort 
and style.



Keeping in touch
CONTINUED RELATIONSHIPS WITH OUR GUESTS

PENPALS & 
BOOK READING

LEGENDARY 
OUTREACH



RE-ENGAGE

V i s i o n  a n d  
Va l u e s

H o w  h a s  i t  b e e n ?

A s k  t h e  m e d i c  

We  C a r e  
– y o u r  h e a l t h

We  C a r e  
– o u r  p e o p l e



Thank 
you


