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A culture doesn’t happen overnight. It is developed from one 

interaction at a time that becomes a series of experiences. Our 

culture is dependent on individuals like you who are willing to take 

responsibility for the way you communicate and instill the importance 

of that communication into your teams. It’s what you say, what you do, 

and your posture that develop an experience and, ultimately,

a culture. 

At Guest Services, we believe that you help create that environment. 

You have the ability to elevate the dignity of our guests through 

your efforts, your understanding of our mission, and your thoughtful 

implementation of that vision within your own teams. 

Guest Services sets the tone for our guests and their church 

experience. We are the first people they see when they arrive and the 

last people they see when they leave. How we feel about our guests 

as they walk in will determine how they feel about us when they walk 

out. What you do matters, and what you do could ultimately affect 

the trajectory of someone’s life. With each interaction, you carry this 

culture to your team and to each guest.



Why We Are Here
The mission of Buckhead Church is to lead people into a growing 
relationship with Jesus Christ.

What We Will Do
We passionately and joyfully work hard to elevate the dignity of 
the guest by creating welcoming environments where guests are 
comfortable, cared for, and ultimately discover the best next step 
in a relationship with Jesus Christ.

How We Make Decisions
We will show care.
     We are givers extending empathy.
We will remain flexible.
     We are rubber bands willing to do anything to serve our guests.
We will have fun.
     We are thermostats setting the temperature.
We will deliver WOW.
    We are hosts delivering the extraordinary.

Our Vision
We are here to elevate the dignity of the guest. What does that 
mean to you as a leader?

• Knowing the guest matters. Every person that walks through our 
doors is a friend and a neighbor that deserves your respect.

 “The most important thing in communication is to hear 
what isn’t being said.” — Peter F. Drucker

• Our teams should be laser-focused on elevating the dignity of 
our guests and positioning themselves to serve them well.

How can you elevate the dignity and worth of the individual?

• Pay attention to them and sincerely seek to meet their needs, 
welcome them, and listen.

• Your communication—every facial expression, your body language, 
and the way you interact with guests and your team—matters and 
will create a perception for our guests and fellow volunteers.  

• You will often be the measuring stick someone uses to evaluate our 
church and his or her church experience. Are you present, aware, 
and listening empathetically to meet needs?

Key Environments
Waumba Land – This Sunday environment is for children six 
weeks old through Pre-K and meets during the 9:00 a.m. and 11:00 
a.m. services. In Waumba Land, children are taught: (1) God made 
me, (2) God loves me, and (3) Jesus wants to be my friend forever.  

UpStreet – This Sunday environment is for elementary-aged 
children and meets during the 9:00 a.m. and 11:00 a.m. services. 
We want every child in UpStreet to understand three basic truths: 
(1) I need to make the wise choice, (2) I can trust God no matter 
what, and (3) I should treat others the way I want to be treated.

Transit – This Sunday environment is for middle school students 
(6th–8th) and meets during the 9:00 a.m. and 11:00 a.m. services. 
Each week, students in Transit experience a combination of 
worship, games, a challenging talk, and time with their small 
groups—all designed to help them develop a faith of their own.



InsideOut – This Sunday environment is for high school students 
(9th–12th) and meets from 5:00 p.m. to 7:00 p.m. each Sunday.
InsideOut helps students prioritize their relationship with Christ,
have influence with their friends, and experience personal ministry.  

Community Groups – These environments meet at various times 
and serve men, women, and married couples. They are comprised 
of eight to ten individuals or five to six married couples in the same 
stage of life and area of town. Groups meet regularly for a year or 
more to pursue spiritual growth and healthy relationships.

Starting Point – This environment meets at various times and are 
eight-week conversational small groups where people can explore 
faith and experience community. It’s where people’s beliefs and
opinions are valued and where no question is off-limits.

Sunday Schedule
• Guest Services volunteers are scheduled to serve on a 

reoccurring basis, every other week. 

• You should arrive 70 minutes before your designated service time.

Dress Code
• Buckhead Church provides each member of Guest Services with 

a t-shirt that should be worn when you are serving. (Please do 
not alter the shirts.)

• Blue jeans and pants with no holes are great (shorts can only be 
worn by the Parking Team). 

• Skirts are okay, but please use discretion and avoid miniskirts or 
dresses that are too short. 

• Close-toed shoes or sandals may be worn. Please do not wear 
flip-flops.

Reminders
• Be sincere when greeting guests. Practice good eye contact and 

attempt to connect with each person as you greet him or her.

• Always walk guests to their desired locations; never point.

• Know the locations of all family ministry environments, restrooms, 
and adult environments. 

• Be aware of any special events that Sunday.

• Your children may come to the Guest Services room until their 
environments are ready, though we ask that they not “assist” you 
while you are serving.

• Be in position at least 30 minutes before the service begins.

• Please refrain from eating, drinking, or chewing gum while serving.

• Please refrain from texting or using your phone while serving.

• Please limit personal conversations with friends and other 
volunteers until you are finished serving.

Organization
In place

• Check that all positions are filled and match the positions with 
volunteers most suited for those roles.

• Rotating positions each week is a great way to allow everyone to 
become an expert at each location and have a new experience 
each Sunday. It is also a way to gauge volunteers with specific 
strengths and interests. (While not mandatory, it will help develop  
an experienced, expert team.)

• If your position requires it, please have at least one person, 
standing in position throughout the entire service.



On time

• Arrive to the GS room 70 minutes before the service.

• Be in position 30 minutes before the service.

Informed

• You will receive an email detailing the specifics of your service 
prior to your serving date. Please forward that information to 
your team as soon as possible.

• Email your team after your service week.

• Thank them for serving and communicate any team updates 
you receive from the Guest Services staff.

• Send your team’s prayer requests and praises.

Making Timing Calls
• Know the flow of the service.
• Position yourself in a location that’s best for individual timing calls.
• Prep your team for upcoming timing calls.
• Speak timing calls clearly into radio and repeat twice for clarity.

Communicating Effectively
Internally

• Remind your team to communicate with one another when 
leaving a position. Never leave a position unmanned, if possible.

• Communicate any process changes.

Elevate the diginty of the guest.

Externally (with other GS teams)

• Know who the other team leaders are during your service.

• Communicate with other GS teams to make smooth transitions 
for the guests.

Managing the Environment
• Make sure you have everything your environment needs to serve 

the guests well.

• Identify who needs a radio at each key position.

• Run point on solving potential situations with guests.

• Let GS staff know if anything needs to be replaced or replenished.

• Check on your team members throughout the service.

• Access Team – Make sure iPads are put back in their secure 
location and charged.

Developing Relationships
with Your Team
• Maximize the other 13 days.

• Touch base with all team members, get to know them, and follow 
up if they don’t show up.

• Use the budget provided for team outings. Offer your team 
opportunities to get together and develop camaraderie outside 
Buckhead Church (i.e., go to dinner, catch a Braves game, go 
bowling). 

• Develop potential leaders. 

• Utilize training tools.

• Start your volunteers off well.

• Make sure they are informed, comfortable, and welcomed.  



• Make sure they are informed, comfortable, and welcomed.  

• Show them around, explain the processes, and notice them. 

• Notice when someone isn’t “great” at something or is 
uncomfortable with an area and can either be mentored, 
educated, or moved to a different position.

M

Missing a Sunday
Substitutions

• It is your responsibility to secure a substitute if you are 
unavailable for a service.

• There is a sub list available for both leaders and volunteers of 
people that can fill in if you or a team member is unable to serve 
on a scheduled Sunday.

• Try to give as much notice as possible to ensure a substitute is 
available to fill in for you or one of your team members.

Individual Roles
Usher

• Buckets for the offering should be pre-positioned before each 
service.

• Have positive body language (smiling, good posture, arms 
unfolded, and attentive to guests walking down the aisles).

• Be aware of all available seats in your assigned sections.

 “The sense that someone else cares always helps 
because it is the sense of love.” — George E. Woodberry

• Interact with guests in your sections before the service and ask 
them to move toward the middle of their rows to create empty 
seats for other guests (as needed).

• Let guests sitting on the ends of rows know that you may need to 
tap them on the shoulder and ask them to step aside for guests 
to be seated.

• Be proactive! Seat guests in the front sections first, if possible.

• Seat guests with babies or small children in the designated 
section in the back.

• Be aware of the location for handicapped and first-time guest 
seating and speak with your team via radio about available seats.

• A team of ushers is needed to stand at the doors in the rear of the 
Auditorium throughout the service in order to watch for those who 
need to be walked to their seats or for emergencies.

• Please walk latecomers to their seats only when Andy Stanley is 
speaking live.

• Baptisms: We do not actively seat during baptisms.

• Radios should be turned off and placed securely in the correct 
charger bases after each service (when properly placed, the light 
on the charger base will activate).

• Reset Auditorium:
• Seat Cards (first-time guest, baptism, production, and parents 

with babies) should be placed in appropriate sections 
according to the service needs.

• Make sure to rope appropriate sections per your service time.

• Direct your team on when to remove the ropes from designated 
sections.

“Whatever you are, be a good one.” — Abraham Lincoln



Greeter

• Acknowledge all guests as they enter and leave the building.

• Have positive body language (smiling, good posture, arms 
unfolded, and attentive to guests approaching).

• When asked for directions to an environment, always escort guests 
to those locations. (If you are unable to leave your position, you can 
also introduce guests to a member of the Access Team who can 
then escort them to their desired locations.)

• Direct timing calls to your team for the opening and closing of 
Auditorium doors based on the needs of the service. 

• Radios should be turned off and placed securely in the correct 
charger bases after each service (when properly placed, the light 
on the charger base will activate).

• Count Room:

• Pre-select volunteers to assist in the Count Room once the 
offering is collected. 

• Use good judgment when choosing the Count Room volunteers.

• A minimum of three people should remain in the Count Room 
until the offering has been securely placed in the safe.

Access

• Welcome guests that approach Guest Services.

• Have positive body language (smiling, good posture, arms 
unfolded, and attentive to guests approaching).

• Assist new guests in navigating the building and finding 
appropriate ministry environments and offer them Guest Guides.

• Always walk guests to locations or environments around the 
building. Communicate to your team members if you are leaving 
a position empty so they can fill in for you.

• Have knowledge of each ministry environment, including 
appropriate ages and locations for all family ministries and any 
upcoming events.

• Manage the iPad, lost and found, medical and CARE pager, and 
all materials at Guest Services.

• Radios should be turned off and placed securely in the correct 
charger bases after each service (when properly placed, the light 
on the charger base will activate).

• iPads:

• The code to unlock the cabinet where the iPads are kept and 

the iPad screen itself is 2001.

• iPads should be given to each position before the service 

and either handed off to another Access Team member or 
returned to the cabinet.

• CARE:  

• If the situation requires immediate assistance, use the CARE 
phone to first text the on-call individual.

• If the text has not gotten a response in 1–2 minutes, then use 
the pagers available under the main Guest Services desk.

Parking

• Smile and wave at guests as they arrive and depart from the 
parking lots.

• Clearly direct guests to parking spots and our building.

• Parking Teams should be in position 30 minutes before the 
service begins.

• Please do not move traffic cones or signage in the parking lots. 
These are placed intentionally and not to be moved.  

• The volunteers at the end of the service should stay in position 
until a member of the Parking Team for the next service arrives.

 



• Parking Team members should return to their positions ten minutes 
before the end of the service.

• Volunteers at the end of the service should return all equipment to 
the parking room.

• Radios should be turned off and placed securely in the correct 
charger bases after each service (when properly placed, the light 
on the charger base will activate).

• Equipment:

• The 9:00 a.m. team is responsible for putting the equipment into 
its designated locations and the 5:00 p.m. team is responsible 
for bringing in the equipment and storing it for the next service.  

 “Be unselfish. That is the first and final commandment 
for those who would be useful and happy in their 
usefulness. If you think of yourself only, you cannot 
develop because you are choking the source of 
development, which is spiritual expansion through 
thought for others.” — Charles W. Eliot

10 Best Practices
1. Remember, it’s a culture—not a department.

• Caring for our guests and serving them are values of our church. 

• We have the opportunity to be examples of those values as we 
care for our guests and to instill the importance of these values 
to every team member.

2. Know the guests matter.

• It takes courage for our guests to just show up on a Sunday 
morning. 

• Let’s make that journey as easy as possible. 

• Consider how they may be feeling and attempt to relate as you 
welcome them!

3. Wherever you are, be all there.

• When guests are interacting with you, be fully present with great 
eye contact, active listening, and avoiding distractions. 

• Show them care through good communication.

4. Be empathetic.

• Do you remember the first time you arrived in our building after 
   navigating parking and finding the Auditorium? 

• The process can be confusing and overwhelming. 

• Remember to be empathetic when new guests are navigating 
our church for the first time. 

• Today is a guest’s first Sunday.

5. Merge function and feeling.

• Your attitude will set the tone for a guest’s experience. Be aware of 
what you are wearing on your face and projecting in your demeanor.

• What they remember most will not be what happened at church, but 
how it made them feel.



6. Value the values. 

• We represent what we say we believe. 

• Keep our values front and center and deliver the best experience 
possible (show care, remain flexible, have fun, and deliver “WOW”).

 7. Recover quickly. 

• Always take responsibility for your guests and their experiences. 

• If something needs to be fixed, take the lead and protect the guest 
  experience.

8. Reject “just okay.”

• Always deliver WOW! Instill excellence in everything that takes place.

• Do the little things really well all the time.

9. Everything speaks. 

• You only get one chance to make a first impression.  

• The volume of the music, the décor, and our clothes all communicate 
meaning to the guests and the smallest details speak volumes.

10. It takes us all to do it all. 

• So, what does it take to make it all work? The answer is simple; it 
  takes all of us. 

• We are all called to help in any way we can, and we need one 
another to make it all work!

 “Do for one what you wish you could do for everyone.”
— Andy Stanley

Emergency Procedures
Active Shooter

• In the event of an active shooter or the threat of a shooter, attempt 
to remain calm and GET OUT of the building as quickly as possible, 
calling out to others to do the same as you exit.  

• Once outside the building, CALL 911 immediately.  

• If you can’t exit the building, CALL 911 as soon as possible, speaking 
slowly and quietly. Then HIDE.

• Get out of the shooter’s view, lock the door, and turn off the lights.

• Silence your phone and turn off your radio. DO NOT activate fire 
alarms.

• If neither running nor hiding is a safe option, as a LAST RESORT 
when confronted with the shooter, adults in immediate danger should 
consider disrupting or incapacitating the shooter or TAKING him OUT 
with physical aggression. 

Medical

• If a medical emergency arises, use radio channel 5 to contact a 
Guest Services staff member immediately.

• A Guest Services staff member will determine if a call to medical 
is necessary.

• If the situation is a true medical emergency and clearly warrants a 
call to 911, call immediately (our address: 3336 Peachtree Rd.). 

Suspicious Person

• If an individual makes you uncomfortable, seems out of place, 
is carrying a bag or clutching a suspicious item or looks 
suspicious, use radio channel 5 to notify a Guest Services staff 
member and team leader immediately.



• Provide location of the suspicious person, a description, and the 
suspect’s behavior.

• Keep an eye on the person until a staff member arrives (do not 
confront the individual).

Missing Child or Lost Child

• Use radio channel 5 to contact a Guest Services staff member 
and communicate you have a missing or lost child.

Fire

• Contact a Guest Services staff member on radio channel 5 to 
communicate you have a fire emergency and its location.

• Pull the nearest fire alarm.

• Assist guests in leaving the building via the nearest exit. 

• Each environment has a specific plan to follow in order to safely 
evacuate all children into designated spaces outside the building. 
(Parents ARE NOT to go to their children’s environments inside 
the building, because the children will already be evacuated and 
waiting outside in designated, secure locations.)

Weather

• If the official call is made by a Guest Services staff member, 
move people into a shelter-in-place. Do so calmly, quickly, and 
into the closest location.

• Avoid elevators and stay away from doors, windows, glass, and 
exterior walls.

CARE Network

• Should guests need CARE assistance, advise them that a CARE 
team member will be available after each service.

• If the situation requires immediate assistance, walk the guests to 
Guest Services and a member from the Access Team should be 
notified. 

Outside Map



Inside Map Inside Map



How you feel
about a guest
when they walk
in will be reflected
in how they feel
about you when
they walk out.




