
©
 2

01
3 

N
PM

, I
nc

.



Welcome to the 
Guest Services Team!

We are so grateful that you have chosen to partner with us as we serve 
those who attend our church. As a Guest Services volunteer, you have 
the unique opportunity to create an incredible guest experience for every 
person who attends our church. Th ink of your role as being the “host” in 
your home and of them as “guests” in your home.

Th is handbook is designed as a resource to help you in your volunteer 
role. Within its pages you’ll fi nd information that is applicable to all Guest 
Services volunteers: Parking Teams, Host Teams, First-Time Teams and 
Information Center Teams.

While our desire is to provide you with an understanding of the mechanics 
of Guest Services, please keep in mind that the way you welcome, inform, 
serve, or otherwise assist guests will stay with them much longer than any 
“functional” assistance you provide.

Guest Services Guidelines and Procedures

Each week that you serve, you will receive an email reminder from 
your team captain with the schedule and any additional details for the 
upcoming Sunday. Please be sure to look for this email and respond 
accordingly. If you have any questions specifi c to the Sunday you serve, 
please contact your captain or the Guest Services Director.
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Standards and Values

Every Sunday is someone’s fi rst Sunday. Our teams create excellent 
environments that exceed the guests’ expectations of hospitality. Th rough 
our actions and interactions with our guests, we display the love of Jesus 
and introduce them to a church that unchurched people love to attend.

Our Values as a Guest Services Team:
 •  Deliver “WOW” through service.© *
 •  Create fun.

 •  Leave a lasting impression.

Our Environment Is:†

COMFORTABLE

 •  Th e temperature is pleasing.
 •  Th e building is safe and secure.
 •   Th e furniture is useful and the seating is comfortable.
 •   We provide restroom extras (e.g., good-smelling lotions and soap, 

personal products for women, and Scope® with cups for men).

CLEAN

 •   Every environment smells clean and fresh.
 •   All areas are neat and in order (e.g., extra boxes out of sight, pens and 

handouts in nice containers).
 •   Facility is spotless with fl oors, glass, and surfaces all white-glove 

approved. Th ink surgically clean!
 •   Trash cans are visible and emptied regularly.
 •   All volunteers should constantly scan the fl oors for trash.
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COMMITTED

 •  Th ey are consistent with attendance and arrive prepared to serve.
 •   All positions are fi lled to the point that it allows the fl exibility for 

volunteers to leave their positions to serve guests above and beyond.

CONTAGIOUS

 •   Volunteers provide the “WOW” welcome! We want to always exceed 
the expectations of our guests with hospitality overload.

 •   With actions! All volunteers are welcoming! Th ey smile, make eye 
contact, and serve with passion, excitement, and anticipation of what 
God is going to do through them. 

CONCIERGES

 •   Th ey provide excellence in every action—provide intentional acts of 
service; look for ways to “WOW” guests (e.g., if guest is coughing, get 
him water).

 •   Th ey provide excellence in every interaction—initiate the “Hello,” and 
walk guests who need directions; call guests by name when possible.

 

CLEAR

 •   Directional signage is eff ective and visible. Every area is clearly marked 
(e.g., Information Center, Restrooms).  

 •   Volunteers provide clear directions and valuable information about 
all environments of the church and can direct guests to exactly where 
they need to go.

 •   Volunteers know transition details in order to maintain a smooth fl ow 
of service as guests arrive in the auditorium (e.g., seating area changes 
as the auditorium fi lls up).

Our Volunteers Are:†
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RESPONSIBILITIES

Guest Services volunteers welcome all guests that enter the church. In 
addition to greeting people, volunteers answer questions and help guests 
fi nd their way around the campus. As a Guest Services volunteer, you are 
one of the very fi rst impressions our guests will have of our church. We ask 
that you serve every third week, and stay current with our information.

SUNDAY SCHEDULE

Guest Services volunteers should arrive at the Guest Services Room one (1) 
hour before the service on the team’s designated service day. Th is allows 
time to grab a snack and have fellowship with other volunteers, receive 
location assignments, pick up nametags, and get instructions for the day. If 
inserts accompany bulletins, we ask that you help stuff  the inserts into the 
bulletins. Guest Services volunteers will serve for approximately 2.5 hours 
each time your team is scheduled. Th is time will vary for each team. 

DRESS CODE

We provide each member of Guest Services with a T-shirt that should 
be worn when you are serving. Casual pants or jeans are appropriate; 
however, shorts are not unless you are serving on the Parking Team. 
Flip-fl ops should also be avoided. For ladies, please be aware that short 
skirts and tight or sheer clothing can be a distraction and should not be 
worn. Because many guests are sensitive to strong smells, please consider 
not wearing perfume or cologne.

REMINDERS

In order to create a welcoming environment, here are some points 
to remember:
 •   Know the location of all the environments, restrooms, 

Information Center, etc.
 •   Be aware of any special events that Sunday.
 •   Your children may come to the Guest Services Room until their 

environments are ready. We ask that your children not “assist” you 
while you are serving.

GUEST SERVICES
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 •   Be in position 30 minutes before the service begins.
 •   Please refrain from eating, drinking, or chewing gum while at 

your position.
 •   Please limit personal conversations with friends and other volunteers.
 •   Greet those who arrive early and kindly inform them that the 

production team is still rehearsing. Assure them that the doors 
will be opened shortly. (Please wait for either your captain or the 
Director of Guest Services to say the auditorium is “open” before 
allowing guests to enter.)
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 •   When asked for directions to an environment, always take the time to 
escort the guest to that location. We never want to “point” our guests 
in the right direction. You can also introduce guests to a member of the 
First-Time Team if you are unable to walk the guests where they need 
to go.

 •   Stay in position until after the off ering. Greeters at the far end doors 
need to stay in position until 30 minutes after the service begins.

 •   Return to your doors fi ve minutes before the end of the service to 
dismiss guests and hand out any giveaways.

 •   Please assist in cleaning up the auditorium post-service and take any 
lost and found items to the Information Center.

BULLETINS

 •   If you run out of bulletins, ask your captain for more and continue to 
greet until the end of your shift.

 •   Keep the bulletin baskets inside the doors. Do not bring them outside 
the doors.

 •   Insert handouts in the bulletins (when necessary).

Guest Services: GREETERS

Our win, in ALL guest interactions, is to make guests feel valued 
with a sincere greeting, a friendly presence, and a fond farewell.

WE DO THIS BY 
 •   Greeting our guests at the exterior and auditorium front doors with a 

smile and a bulletin.
 •   Having positive body language by smiling, making eye contact, 

standing with good posture—arms unfolded and body open toward 
the guests.

 •   Giving our guests a fond farewell by opening interior and exterior exit 
doors and giving them any necessary handouts upon leaving.

Greeting (auditorium)
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Greeting (exterior)

 •   Please greet late arrivers until 20 minutes after the service begins.
 •   Be on the lookout for anyone who looks lost and introduce him or her 

to a member of the First-Time Team.
 •   Please close the doors when you leave your post.
 •   Please return to your position 5 minutes before the service ends to say, 

“Th anks for coming,” or “Have a great week,” etc.

RAIN PLAN – In case of rain, please do the following:
 Pre-service:

  •   All parking team members will take umbrellas with them to the 
parking lots and pass them out to guests as they exit their cars. 

  •   All exterior greeters will retrieve umbrellas from guests when they 
arrive at the main doors.

  •   Th e parking captain will collect the umbrellas from the exterior greeters.
  Post-service:

  •   All exterior greeters will pass out umbrellas to guests as they exit the 
main doors. 

  •   All parking team members will retrieve umbrellas from guests as they 
enter their cars. 

  •   Th e parking captain will collect the umbrellas from the parking team 
and bring them back to the exterior greeters. 

DETAILS

 •   Please do not lean on doors.
 •   Bring lost and found items to the Information Center.
 •   Please, no drinks, food, or purses at your post.
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Guest Services: CONNECTOR

Our win, in ALL guest interactions, is to identify guests who need 
seats and connect these guests with an usher.

WE DO THIS BY 
 •   Welcoming guests with positive body language (smiling, good posture, 

arms unfolded, and attentive) as they walk into the auditorium. 
 •   Asking guests how many seats they need. Th en walk guests to the area 

of the auditorium where those seats are available. Be attentive to guests 
that walk slower or have special needs.

 •   Communicating with ushers to determine where there are an 
appropriate number of seats.

DETAILS 
 •   Please stand at the doors in the rear of the auditorium throughout the 

service in order to watch for those who need to be escorted to their 
seats, crying children, and medical emergencies.

 •   Please remember to face away from the stage where guests walking 
into the auditorium can see you.

Guest Services: USHER

Our win, in ALL guest interactions, is to initiate with a warm 
greeting, friendly presence, and clear directions to a seat.

WE DO THIS BY 
 •   Keeping count of all available seats in your assigned sections and 

communicating those numbers to the connectors.
 •   Having positive body language (smiling, good posture, arms unfolded, 

and attentive to guests walking down the aisles).
 •   Interacting with guests in your sections before the service and asking 

them to move toward the middle of their rows to create empty seats 
for other guests.
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Guest Services: USHER  (CONTINUED)

Ushering begins as soon as the doors are open! Your main purpose is to 
personally help guests fi nd available seats. An inconspicuous scouting of 
empty chairs is the best way to do this. Quietly and politely asking guests 
if seats next to them are available allows you to put together a mental 
inventory of available seats. Politely ask guests to move to the center of 
their rows in order to create empty seats for our guests. Once you’ve 
located seats, discreetly escort guests to them.

USHERING REMINDERS:
 •   Be proactive!
 •   Be aware of the location of handicapped and fi rst-time guests’ seating 

and speak with your team via radio about available seats.
 •   Seat guests in the front sections fi rst, if possible.
 •   Seat guests with babies or small children away from the front.
 •   Give any noisy or restless children a coloring bag, located at the 

Information Center.
 •   Encourage guests to fi ll in the middle of the rows to allow accessible 

seating for late arrivals.
 •   Let guests sitting on the end of rows know that you may need to tap 

them on the shoulder and ask them to step aside for guests to be seated.
 •   We do not actively seat during baptisms or after the message begins. 

If guests have gathered along the back wall, quietly walk them to 
available seats.

 •   Guests are not permitted to sit along the back wall due to fi re codes. 
If they would prefer to remain along the back wall, please off er them a 
chair or off er to take them to an additional seating area, if available.

 •   All ushers are asked to stand at the doors in the rear of the auditorium 
throughout the entire service in order to watch for those who need to 
be escorted to their seats and for medical emergencies.

 •   Please assist in cleaning up the auditorium post-service and take any 
lost and found items to the Information Center. 
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Guest Services: USHER  (CONTINUED)

OFFERING PROCEDURES 
Confi rm the location of your section and make sure someone is assigned 
to help you collect the off ering. Buckets should be pre-positioned under 
the front right chair of each section (front row).

Typically, an off ertory prayer is given. Always refer to the weekly service 
order for clarity on when the off ering will take place. During the prayer, 
quietly move to your position. At the conclusion of the prayer, start passing 
the buckets to collect the off ering (right to left). Be aware of when the off er-
ing is collected, regardless if you’re invited forward. Please be observant and 
allow everyone who wants to give an off ering the opportunity to contribute, 
including those who are standing around the perimeter of the auditorium.

OFFERTORY REMINDERS 
 •   Th e Usher Team lead will assign three to four ushers to “count” in the 

count room.
 •   Front-of-house ushers will transition to the back of the auditorium to 

monitor doors and seat late arrivals in the back of the auditorium.
 •   If you notice you don’t have enough buckets, please ask your captain 

where to obtain more. 
 •   Your captain or co-captain will collect the buckets. For safety and 

security reasons, when handling the off ering, please make sure you are 
always with at least one other Host Team member. All off ering buckets 
should be brought to the Guest Services count room, including those 
that are empty.

 •   Th e Usher Team lead must assign someone to “sweep” the auditorium 
and ensure all off ering buckets have been collected.
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Guest Services: FIRST-TIME TEAM

Th e purpose of this team is to welcome, inform, and serve specifi cally 
our fi rst-time guests. Th e goal of this team is to create an incredible fi rst 
impression and a personalized experience by assisting fi rst-time guests 
from the moment they walk through our doors.

Our win, in ALL guest interactions, is to provide fi rst-timers with 
a genuine greeting, a personalized experience, and a 
friendly follow-up.

WE DO THIS BY 
 •   Being on the lookout for fi rst-time guests—people who don’t look 

comfortable or who have the “Where do I go?” look on their faces.
 •   Engaging in conversation with fi rst-time guests and taking them exactly 

where they need to go while giving them the appropriate information 
for each environment or for the church as a whole.

 •   Giving each fi rst-timer a fi rst-time gift and following up with a personal 
thank-you note. (Stationary is available at the Information Center).

WHILE YOU ARE SERVING 
 •   Do not leave your position after the service has started. Typically, fi rst-

time guests enter late. You should be the fi rst people to greet guests and 
escort them to their environments or the auditorium.

 •  Refrain from talking to friends and/or texting while serving.
 •   When you meet fi rst-time guests, off er them a “First Time?” card and 

give them the instructions for fi lling out the card. You will use this card 
to retrieve their information for follow-up communication.

 •   Communicate with your team that you are taking a fi rst-time family to 
the auditorium or to a family ministry environment.
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Guest Services: INFORMATION CENTER (IC) TEAM

Our win, in ALL guest interactions, is to go above and beyond 
to serve our guests by answering questions, providing clear 
information, and helping them take next steps.

 WE DO THIS BY

 •   Being familiar with the IC Update before serving to know what’s 
happening and to answer guests’ questions. 

 •   Engaging our guests as best we can to make sure we give them the 
information they need.

 •   Escorting them to their destinations when appropriate. 

WHEN YOU SERVE

 •   Please arrive at the IC one (1) hour before the service begins. You 
will serve until 30 minutes after the service ends. Th ere should be 
at least two volunteers at the IC during the service in case of 
emergencies or need.

 •   If you have children, they may come with you to the Guest Services 
Room until their environments are ready. We ask that your children 
not “assist” you while you are serving.

 •   Read the weekly “Update” that is sent to you via email from your 
team captain. A copy will also be available on Sundays. Th e “Update” 
provides a quick reference for the latest information for that Sunday 
and the coming week.

 •   Please face forward toward our guests and be aware of someone 
approaching.

 •   Avoid sitting in chairs.
 •   It is best for only IC volunteers to be behind the counter.
 •   Please refrain from eating or drinking when serving.
 •   When asked for directions to an environment, and when possible take 

the time to escort the guest to that location. We never want to “point” 
our guests in the right direction. You can also introduce guests to a 
member of the First-Time Team if you are unable to walk them 
where they need to go.
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 •   Be aware of supplies getting low and restock them as needed.
 •   Straighten the counter as needed and keep it free of clutter.
 •   At some point during the service, please restock the bathrooms with 

mints and push the trash down so it appears empty.
 •   Please keep track of how many guests receive earplugs or complain 

about the noise level to help us monitor sound levels.
 •   Nurses are on call each Sunday. Please page the nurse on call via the 

Medical Call webpage when an emergency is called over the radio.
 •   During each service, one Hope mentor is on call to assist guests that 

need to talk to someone or need someone to pray with them. Consult 
the “Update” for the mentor’s name and walk guests over to the 
Care table to meet the care representative.

MISCELLANEOUS INFORMATION

 •   Wheelchairs and general fi rst aid is available, but we do not give 
out medication.

 •   Th e Lost and Found basket is at the IC. Please assist guests in fi nding 
their lost items.
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Our win, in ALL guest interactions, is to initiate with a warm 
welcome, clear directions, and a fond farewell.

WE DO THIS BY 
 •   Smiling and waving at cars as they arrive and depart from the 

parking lots.
 •   Clearly directing guests to parking spots and our building.
 •   Going the extra mile in guest interactions by giving fi rst-timers, the 

handicapped, and latecomers priority parking.

Parking Team members are the fi rst connections that guests have with our 
church. In addition to helping people park, Parking Team members also 
greet guests and help them fi nd their way around the campus.

DRESS CODE

As a Parking Team member, please remember to wear “weather-appropriate” 
clothing. We will provide a Guest Services T-shirt. If the weather is warm 
enough, please wear this shirt. Safety vests, gloves, radios, and rain gear 
are available in the Parking Room cabinet for your use. Regular shorts are 
okay—no cut-off s, please.

WHEN YOU SERVE

 •   Parking Team members should arrive one (1) hour before their service 
times and report to the Parking Room.

 •   If you have children, they may come to the Guest Services room until 
their environments are ready. We ask that your children not “assist” 
you while you are serving.

 •   Parking Teams should be in position 30 minutes before the service 
begins and stay in place 20 minutes after the service begins.

 •   Please do not move traffi  c cones or signage in the parking lots; these 
are placed for specifi c purposes and the consistency of their locations 
provides a predictable system for our guests.

Guest Services: PARKING TEAM
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 •   During the service, several Parking 
Team members should remain outside 
the building around the parking lots 
to assist guests and ensure safety.

 •   Parking Team members should return to 
their positions 10 minutes prior to the end 
of each service.

 •   Please return your radio (turned off ) to one of the chargers.
 •   Return light sabers and rain gear to the Parking Team cabinet.
 •   Place vests and gloves in the laundry bag adjacent to the Parking 

Team cabinet.

REMINDER 
After your captain dismisses the team, please help him/her consolidate 
banners, signs, and cones for pick-up.

RAIN PLAN – In case of rain, please do the following:
 Pre-service:

  •   All parking team members will take umbrellas with them to the 
parking lots and pass them out to guests as they exit their cars. 

  •   All exterior greeters will retrieve umbrellas from guests when they 
arrive at the main doors.

  •   Th e parking captain will collect the umbrellas from the exterior greeters.
  Post-service:

  •   All exterior greeters will pass out umbrellas to guests as they exit the 
main doors. 

  •   All parking team members will retrieve umbrellas from guests as they 
enter their cars. 

  •   Th e parking captain will collect the umbrellas from the parking team 
and bring them back to the exterior greeters. 
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Waumba Land (Babies–Pre-K)
is our Sunday environment for infants to Pre-K children. In Waumba Land, 
children are taught: (1) God made them, (2) God loves them, and (3) Jesus 
wants to be their friend forever.
UpStreet (K–5th)
is our Sunday environment for elementary-aged children. 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 (Middle School)
is our weekly teaching environment for 6th–8th grade students. Each week, 
students experience a combination of worship, games, a challenging talk, 
and, most importantly, interaction with a small group.
InsideOut (High School)
is our weekly teaching environment for 9th–12th grade students that meets 
on Sunday afternoons. Th is environment helps students prioritize their 
relationship with Christ, have infl uence with their friends, and experience 
personal ministry.
Community Groups (Singles and Marrieds)
are small groups of six to eight individuals or fi ve to six married couples 
who meet in someone’s home for social time, Bible study, prayer, 
and accountability.
NEXT
is a 15-minute informational meeting that takes place after our worship 
services regularly throughout the year. It provides an overview of the mission, 
strategy, and opportunities to engage at our church.
Starting Point
is an eight-week, conversational, small group environment where people can 
explore faith and experience community. It’s a place where people’s beliefs 
and opinions are valued and where no question is off -limits. To learn more 
about Starting Point or to join a group, people can attend one of the orientation 
events that we host after our worship services regularly throughout the year.

KEY ENVIRONMENTS
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EMERGENCY PROCEDURES

From time to time, situations arise that are true emergencies. Th ey demand 
your attention and aff ect the safety of one or more of our guests. It is during 
these times, and these times only, that the word “emergency” should be used 
to communicate the situation. Some of these situations include:
MEDICAL EMERGENCY

 •   Contact your captain and the Guest Services Director on the Host 
channel and use the word “emergency.”

 •   Provide the location and description of the situation.
 •   Th e Director will contact the EMT on call and someone on the medical 

call list.

SUSPICIOUS PERSON

 •   Contact your captain and the Guest Services Director on the Host 
channel and use the word “emergency.”

 •   Provide the location of the person, the description of the person, and 
the suspicious behavior.

 •   Keep an eye on the person until someone arrives.
 •   Do not confront the person.

MISSING CHILD

 •   Contact your captain and the Guest Services Director on the Host 
channel and use the word “emergency.”

 •   Provide any important details (location, description of child, etc.).
 •   Your captain and Guest Services Director will provide instructions.

FIRE

 •   Contact your captain and the Guest Services Director on the Host 
channel and use the word “emergency.”

 •   Pull the nearest fi re alarm.
 •   Report the location of the fi re on the Host channel.
 •   Assist guests in leaving the building via the nearest exit.
 •   Do not allow parents to go to their children’s environments. Th e 

children and students will be taken care of by the staff  and volunteers 
in those areas.
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n o t e s
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Our Values as a 
Guest Services Team:
•  Deliver “WOW” through service.

•  Create fun.

•  Leave a lasting impression.
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