REPOSE F

PART 3: READING AND
UNDERSTANDING CUSTOMERS

CHAPTER 9: The 3-Second First Impression Rule

The Science of First Impressions
Research consistently demonstrates:

First impressions form in 3 seconds or less

90% is based on non-verbal cues (appearance, body language, facial
expression, voice)

First impressions are remarkably persistent

Negative impressions are harder to overcome than positive ones are to
maintain

You have 3 seconds to communicate warmth, competence, and trustworthiness.

What Customers Assess in 3 Seconds
Customers unconsciously evaluate:

1. Am | welcome here?
2. Can | trust this person?
3. Will this be pleasant?

These assessments happen before any words are exchanged.

Components of a Powerful First Impression
1. ACKNOWLEDGE IMMEDIATELY
Why: Being ignored feels like rejection.

How: Stop what you're doing (or pause visibly) Make eye contact (culturally
appropriate) Face toward them with your body Smile (genuine, reaches eyes)

Even if busy: "Welcome! I'll be right with you—just one moment."
2. THE GENUINE SMILE
The Duchenne Smile (Genuine):

e Involves muscles around eyes (crow's feet)
e Eyes "smile" (slightly closed, crinkled)
e Entire face lights up
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e Feels warm and authentic
How to Smile Genuinely:

Think of something that genuinely makes you happy
Find something to appreciate about the customer
Remember your purpose: You're about to help someone
Focus on connection: See the human, not transaction

L

3. EYE CONTACT
How much: 60-70% of conversation time (varies culturally)
The Natural Pattern:

Make eye contact when greeting (hold 2-3 seconds)
Break naturally (to write, prepare items)
Re-establish periodically

Hold when they're speaking (shows listening)

Hold when saying goodbye

4. OPEN BODY LANGUAGE

Welcoming Posture:

Face the customer

Stand up straight but relaxed
Arms at sides or open

Lean slightly forward
Relaxed shoulders

Open hands

Unwelcoming Posture (Avoid): X Body angled away X Slouching or leaning back
X Crossed arms X Hand on hip X Fidgeting

5. VOICE TONE AND ENERGY
Warm, Welcoming Voice:

Moderate pace

Clear articulation

Appropriate volume

Slightly higher pitch at greeting (conveys enthusiasm)
Genuine warmth

The Perfect 3-Second Greeting
SECOND 1: Customer enters awareness

— STOP/pause current activity
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— TURN body toward customer

— MAKE EYE CONTACT

SECOND 2:
—» GENUINE SMILE (think happy thought)

— OPEN BODY LANGUAGE

SECOND 3:

— SPEAK: "Good morning! Welcome!"

— WARM TONE, appropriate energy

Result: Customer feels noticed, welcomed, valued—before service even begins.

CHAPTER 10: Reading Body Language and Non-Verbal
Cues

Why Non-Verbal Communication Matters
Research shows in face-to-face communication:

e 7% conveyed through words (what is said)
e 38% through vocal tone (how it's said)
e 55% through body language (non-verbal cues)

This means: 93% of communication is non-verbal.
The Body Language Dictionary

ARMS & HANDS

Position Likely Meaning Your Response
Crossed arms Defensive, closed, Be extra warm, give space, build
uncomfortable trust gradually
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Arms open, palms Open, honest, relaxed Mirror openness, engage
visible naturally

Fidgeting Nervous, anxious, Be efficient and reassuring

impatient

Pointing/expressive Engaged, expressive Match their energy appropriately
gestures

Wringing hands Worried, anxious, Be extra gentle and reassuring

distressed
FACE & EYES
Expression Likely Meaning Your Response
Direct eye contact Confident, engaged, honest Maintain eye contact,
connect
Avoiding eye contact Shy, nervous, cultural Don't force it, be patient
difference
Raised eyebrows Surprised, interested, Clarify or explain further
skeptical

Furrowed brow Confused, concerned, angry  Ask if they need help
Genuine smile (eyes Happy, satisfied Smile back, share energy
crinkle)

Fake smile (mouth only) Polite but not genuine Be extra attentive

Tight lips Anger, disapproval Proceed carefully

POSTURE & POSITION

Posture Likely Meaning Your Response
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Leaning forward Interested, engaged, hurried Focus attention, be
efficient
Leaning back Relaxed, evaluating, Give space, don't push

disinterested

Body angled away Wants to leave, uncomfortable Be brief, respect space
Rigid, tense Stressed, angry, anxious Be calming, steady
Feet pointed toward Wants to leave Be efficient

exit

Context is Everything

CRITICAL: Body language must be read in context. Same gesture can mean different
things.

How to read context:

Look for clusters: Multiple signs together are more reliable

Consider situation: Cold room? Arms crossed may be about temperature
Watch for changes: Did they start open then close up?

Baseline behavior: Everyone has different "normal”

Ask: "What else could this mean?"

aprwde

Cultural Variations
Body language is not universal.
Eye Contact:

e \Western cultures: Direct = honesty, respect
e Many Asian/African/Latin American: Prolonged direct contact with
authority/elders/opposite gender can be disrespectful

Personal Space:

e North America/Northern Europe: Larger space preferred (80-100cm)
e Latin America/Southern Europe: Closer proximity normal
e South Asia/Middle East: Adequate Space (100 to 120cm)

HOW TO NAVIGATE:

e Learn about major cultural groups in your area
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e Follow customer's lead
e When unsure, err on side of formality and respect
e Ask respectfully if uncertain

Matching and Mirroring

Mirroring is subtly matching another person's body language, building rapport and
unconscious connection.

How to mirror (subtle, not obvious):

Match their energy level
Match their speaking pace
Match their posture generally
Match their formality

DON'T:

X Copy exactly (obvious and creepy)

X Mirror negative body language (arms crossed, etc.)
X Mirror inappropriate behavior

CHAPTER 11: Understanding Customer Emotions and
Needs

Common Customer Emotional States
1. HAPPY/CONTENT
Signs:

e Smiling, relaxed posture
e Making eye contact, chatty
e Open body language

Approach:

Match their energy

Be friendly and warm

Engage in conversation

Opportunity: Upsell, ask for NFC feedback, build relationship

2. STRESSED/RUSHED
Signs:
e Tense face, checking watch/phone
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e Short responses
e Impatient body language

Approach:
e Be efficient, don't waste time
e Acknowledge: "I can see you're in a hurry—I'll get this to you quickly"
e Move with purpose
e Opportunity: Emphasize speed, suggest faster options next time as our
Repose Cafe is going to build a Pre-Order Application.
3. SAD/DOWN
Signs:

e Downcast eyes, quiet voice
e Slow movements
e Lack of eye contact

Approach:

Be gentle and kind

Extra warmth

Small gesture (kind words, extra care)

"I hope your day gets better"

Opportunity: Create bright spot in their day—they'll remember your kindness

4. ANGRY/FRUSTRATED
Signs:

e Frowning, raised voice
e Aggressive stance, crossed arms
e Complaints

Approach:

Stay calm

Listen actively

Don't take personally

Apologize and solve

What NOT to do: Argue, get defensive, match their tone
Opportunity: Turn them into loyal customer by handling well

5. CONFUSED/INDECISIVE
Signs:
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e Staring at menu
e Asking many questions
e Unsuretone

Approach:

Be patient

Offer suggestions

Simplify options

"Our most popular is..." or "If you like [X], you'll love [Y]"
Opportunity: Guide to perfect choice, build trust

6. EXCITED/CELEBRATORY
Signs:

e Smiling widely, energetic
e Sharing good news

Approach:

Share their excitement

Congratulate them

Make it special

"Congratulations! Let me make this extra special for you"

Opportunity: Create memorable moment, encourage social media sharing

The Customer Emotional Journey
Customers experience emotions in waves throughout interaction:
Understanding Unspoken Needs

Customers don't always express what they truly need.

The stated need vs. real need:

Customer Says Might Actually Mean
"l need something I'm stressed and running late
quick"
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"l don't know what |
want"

"Is this good?"

"Whatever is easiest"

"I'm just looking"

I need help deciding / I'm overwhelmed by
choices

| want reassurance / I'm uncertain

| don't want to be a burden / I'm tired of
deciding

I want to browse without pressure / I'm not
sure yet

How to respond to real needs:

e Listen to tone and body language, not just words
e Offer what addresses the underlying emotion
e Give space or guidance as needed

The Hierarchy of Customer Needs

Similar to Maslow's hierarchy, customers have layers of needs:

SELF-ACTUALIZATION NEEDS

(Feeling special, memorable experience)

A

ESTEEM NEEDS

(Feeling valued, respected, heard)

A

BELONGING NEEDS

(Feeling welcomed, comfortable, accepted)

A
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SAFETY NEEDS

(Feeling secure, not judged, protected from mistakes)
A

PHYSIOLOGICAL NEEDS

(Getting the product/service they came for)

Application:

You must meet lower levels before higher levels matter
Most problems arise at Safety and Belonging levels (feeling judged,
unwelcome, disrespected)

e Exceptional service addresses all levels

CHAPTER 12: Cultural Awareness and Sensitivity

Why Cultural Competence Matters

In our globalized world, you'll serve people from diverse cultural backgrounds.
Cultural competence means:

Awareness: Recognizing your culture isn't universal
Knowledge: Understanding how cultures differ
Skills: Adapting your approach appropriately
Attitude: Respecting and valuing differences
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Key Cultural Dimensions
1. Communication Style

Direct vs. Indirect:

e Direct cultures (US, Germany, Netherlands): Say what you mean clearly
e Indirect cultures (Japan, many Asian/Middle Eastern): Imply meaning, avoid
confrontation

Application:

e With direct communicators: Be clear and straightforward
e With indirect communicators: Watch for non-verbal cues, don't force
directness
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2. Individualism vs. Collectivism

Individualist cultures (US, UK, Australia): Emphasize personal choice, independence
Collectivist cultures (Asia, Latin America, Africa): Emphasize group harmony, family

Application:

e Individualists may decide quickly and independently
e Collectivists may need to consult family or want group recommendations

3. Time Orientation

Monochronic (Northern Europe, North America): Time is linear, punctuality crucial
Polychronic (Latin America, Middle East, Africa): Time is fluid, relationships matter
more

Application:

e Don't judge tardiness as disrespectful—may be cultural
e Adapt your pace to their comfort level

4. Power Distance

Low power distance (Scandinavia, Australia): Equality emphasized High power
distance (Asia, Latin America, Middle East): Hierarchy respected

Application:

e In high power distance cultures, show respect for age and status
e Formal titles may be more important

Religious and Dietary Considerations (Optional)

Common considerations:

Islamic:
e Halal food requirements (no pork, alcohol, proper meat preparation)
e Ramadan fasting (daytime)
e Prayer times (may need accommodation)
e Modesty in dress

Jewish:

e Kosher food requirements
e Sabbath observance (Friday sunset to Saturday sunset)

Hindu:

e Many vegetarian
e May avoid beef
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e Some periods of fasting
Buddhist:

e Often vegetarian or vegan
e Some avoid alcohol

Christian:

e Varies widely by denomination
e Some observe Lent (fasting/dietary restrictions)

Your responsibility:

Know ingredients and preparation methods

Provide accurate information

Respect dietary restrictions as seriously as allergies
Don't question or judge

Language and Communication
When serving customers with limited proficiency in your language:
DO:

Speak clearly at normal pace (don't shout)

Use simple words and short sentences

Avoid idioms and slang

Use visual aids when possible

Be patient—allow time to process

Confirm understanding: "Does that make sense?"
Appreciate their effort to communicate

X DON'T:

Speak louder (volume doesn't help comprehension)
Mock accent or language ability

Show frustration or impatience

Assume they don't understand everything

Talk about them to colleagues in front of them

Learn key phrases: If you serve many customers from specific language groups,

learn:

e '"Hello/Welcome"

e "Thank you"

e "Please"

e "Yes/No"

e "One moment please"
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Even basic attempts show respect and create connection.

Cultural Humility
Cultural humility means:

Recognizing you'll never know everything about all cultures
Being willing to learn from each person

Asking respectfully when unsure

Admitting mistakes gracefully

Continuously educating yourself

How to practice cultural humility:

1. Approach each person as an individual, not a representative of their culture

2. Ask respectfully when you need guidance: "What would make you most
comfortable?"

3. Apologize and learn when you make cultural mistakes

4. Educate yourself about major cultural groups in your area

5. Don't make assumptions based on appearance

Microaggressions to Avoid

Microaggressions are subtle, often unintentional insults based on identity.

Common examples:

X "Where are you really from?" (implies not belonging)

X "You speak English so well!" (implies surprise/lowered expectations)

X "Can I touch your hair?" (treating someone as exotic object)

X Mistaking people of same ethnicity for each other

X Assuming roles based on race/gender ("You must be the [stereotyped role]")

Why they harm:

e Death by athousand cuts—cumulative effect is exhausting
e Make people feel they don't belong
e Reduce people to their identity rather than seeing them as individuals

What to do instead:

e Treat everyone as individuals
e Don't make assumptions based on appearance
e |f you do make a mistake, apologize sincerely and learn




