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First Impressions Count

Objectives

This exercise is for customer service providers at all levels and enables participants to examine their own biases and impressions. In many cases first impressions can be based on people’s appearances. This exercise gives trainees an opportunity to consider what impressions customers might have of them, based on their appearance.

Time and materials needed

You will need to cut out photographs of people from magazines or advertisements (at least five per group).  Choose photographs that represent our diverse population. The photographs should not be of famous or recognisable people. The exercise works best when you allow at least 15 minutes.

The Exercise

Make up small teams (three or four are best) and give each group a selection of several photographs to look at.  Ask the group to discuss what impressions they have of these people based only on how they are look in the photographs.

After about five minutes, ask for a volunteer from each group to feedback their impressions of the people they have looked at.

Review the lessons learnt

Ask each group to think about and discuss what impressions customers might have of them based on how they look.

Emphasise that the objective is not to debate whether or not these first impressions are fair only to focus on what impressions their customers may make on their appearance.

Finally ask what lesson did they learn that they could apply to the workplace or their daily life.


It is worth mentioning that experts believe that employees should always dress as if they hold a job one level above their current status. This makes favourable impressions on customers and on managers and may help employees to win consideration for promotions.


This material is free of copyright, so please feel free to use or amend it in anyway you like. You can change the presentation style, content or just add your own logo.





We hope you enjoy using this material and would appreciate you mentioning � HYPERLINK "http://www.retailactive.com/" �www.retailactive.com�


whenever you can.
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