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TRAINING GOALS 

why  train?

Training is expensive and time consuming. So why bother? Why do your managers and company think training  is necessary? 
Why train?

Ski Pro and Ski Chalet train rental personnel for the following reasons:
1. To guard customer safety

Having better trained personnel encourages proper customer/equipment matches, correct binding settings, and efficient equipment maintenance.

2.
To increase customer satisfaction

Customers expect fast, courteous service.  And they appreciate it when you treat them well. Training helps assure that this happens consistently.
3.
To save money

Training discourages inventory shrinkage and reduces the time spent in carrying out rental shop duties because rental personnel know how to do the job the right way—lowering labor costs.

4.
To save time

When personnel know how to handle situations, they can do so more quickly. A trained staff promotes efficiency. The manager's time, the customer's time and personnel time will be saved.

5.
To increase job satisfaction

Trained personnel are better prepared to do a good job, and take more pride in their performance. They know what is expected of them—from management, and from the customer. Effective training decreases stress, on-the-job accidents, customer complaints, and personnel turnover. Effective training increases morale, teamwork, and job enjoyment. 

Competency-based  Training  Objectives
By the end of the training session, rental personnel should be able to

1. Demonstrate how to correctly greet a customer;

2. Identify four or more concerns the customer has about the rental process;

3. Give three examples of exceptional customer service that can be given in the rental shop;

4. Tell how to match customers with the appropriate equipment;

5. Demonstrate how to fit a customer in boots;

6. Demonstrate how to explain rental procedure to customers;

7. Tell  when a deposit is required and how it is posted;

8. Demonstrate ability to recognize abuse and/or neglect of rental equipment;

9. Demonstrate how to explain rental policy to customers, including, but not limited to the following:

A. reservation policy

1. when is the rental reservation made?

2. how must the reservation be made?

3. which equipment requires a customer deposit? How much is the deposit?

4. when is rental reservation paid for?

5. what forms of payment are accepted?

6. what is the cancellation policy?

7. what is late return policy?

8. what provisions do we make for travel time?

9. who may sign rental paperwork?

10. by what time of day must equipment be returned?

11. what forms of ID do we accept?

B. equipment pick up

1. when may equipment be picked up?

2. what does the customer need to have to pick up equipment?

3. who may sign for release settings?

10. Show thorough knowledge of the following procedures concerning the return of rental equipment:

A. what is the correct course of action when a customer tells you he has been hurt skiing or snowboarding? 

B. what is the correct procedure if a customer informs you his equipment has been lost or stolen?

C. what is the correct procedure if equipment is returned dirty?

D. what is the correct procedure if equipment returned is not ours?

E. what is the correct procedure if equipment is returned damaged or broken due to neglect or abuse?

F. what are the check in policies and procedures?

11. List the side-work duties for which rental personnel are responsible;

12. Demonstrate ability to quote current rental prices;

13. Reiterate safety procedures, including but not limited to the fact that bindings can be set and adjusted only by manufacturer certified technicians or by personnel directly under the supervision of a manufacturer certified technician. 

[image: image1.wmf]
CUSTOMER SERVICE AND 

QUALITY STANDARDS

WHERE DO YOU FIT IN?

Whether we like it or not, our world is changing. People are able to purchase ski and snowboard equipment, clothing, and practically any commodity they want through catalogues or on-line. This means that retail operations are losing and will continue to lose customers to alternative types of businesses. One area where the retailer can still gain an edge over online and catalog businesses is in the delivery of repair and rental services. What is the point of all this discussion? Actually, there are two major points:

1. Understand that you are first and foremost a customer service technician 

2. Never underestimate the importance of your job in rental operations.



It is vital to the success of the company. 

 It is just as important to develop customer service skills as it is to develop technical knowledge. Good customer service skills are in high demand in today’s market.  That makes your training and tenure in our rental operations an opportunity for you to learn valuable skills that may increase your marketability.

On the following pages you will be given the tools to develop our rental process into a customer-oriented experience, which means seeing things through the customer’s eyes.

Remember that all manuals and training programs are only tools to be used to deliver a successful product. And these tools can be constantly improved.

As a Ski Pro and Ski Chalet Customer Service Rental Technician,

 your observations, additions, and suggestions for improvement are extremely valuable to us. This manual is contained in a three-ring binder, not in a bound book, so that we may incorporate your changes and improvements.

WHAT OUR CUSTOMER VALUES MOST
1. The customer’s values personal safety and the safety of his/her family above all else.

2. The customer values quick service and believes his/her time is valuable.

3. The customer wants to be respected as an individual and given polite verbal guidance, eye-contact, and to have questions answered completely. 

4. The customer wants to understand the process and his/her part in the process. S/he wants to know where to stand, what to fill out, and how to complete the process successfully without having to constantly ask questions or appear foolish.

5. The customer wants to know that s/he will be given her/his correct place in line and s/he will be served promptly when it is her/his turn.

6. The customer wants to know ahead of time how much the process will cost.

7. The customer wants to be served in a reasonably clean environment.

8. The customer needs to know that we care whether s/he is happy with our service.

9. The customer wants to have a positive experience in our store.

10. The customer wants to be able to depend upon us again and again. The customer wants to become a repeat customer. 

Two more observations that 17 years of dealing with customers has taught us.

11. The customer does have the ability to be demanding, rude, and unreasonable at times.

12. Even this customer deserves an opportunity to become a good customer.

Our goal is not just to make the customer happy before s/he goes out the door. 

Our goal is to have that customer return to do business with us again.

MEASURABLE INDICATORS OF QUALITY SERVICE FOR SKI PRO/SKI CHALET RENTAL OPERATIONS
In order to give quality service, we need to know what “quality service” is. 

The following are Ski Pro/Ski Chalet quality standards based upon what the customer values:

· The customer will be greeted no more than one minute upon entering the rental shop;

· The rental shop will have a clear, obvious, and continuous customer flow: the customer will know where to start the rental process and will be assured that s/he will be given her/his rightful turn in line.

· The customer will be able to reserve equipment in 15 minutes maximum throughput (time it takes to get in and out), adding four minutes per person in the party.

· The customer will be able pick-up reserved equipment in 10 minutes maximum throughput, adding 3 minutes per person in the party.

· Quality/accuracy levels for setups at the rental shop level will reach or exceed 96% accuracy of total setups per supervisor inspection.

· Quality/accuracy levels for binding adjustments will remain at 100% of total setups.

· Quality/accuracy levels for SPI equipment at the ski area level will reach or exceed 99% accuracy of total rental sets.
· Every customer will be thanked by the technician at the end of the reservation process.
· Every customer will be thanked by the technician at the end of the equipment return process.
CUSTOMER SERVICE SKILLS FOR RENTAL OPERATIONS:

1. Use appropriate greetings:

“How can I help you?” “Taking a trip?”  “How are you today?”  Use open-ended questions, rather than yes or no questions, to give the customer the opportunity to talk and open up.

2. Make eye-contact with or speak with each member of the party at least once;

3. Repeat the customer’s name when filling out paperwork;

His or her name is right there on the driver’s license or rental form. It is not ‘corny’ to use a customer’s name. It is good business.

4. Come out from behind the desk to fit equipment;

What do you think you’re hiding behind there anyway?

5. Repeat the customer’s name and rental information at the end of the reservation  process;

You’ll catch mistakes, and the customer will appreciate the opportunity to clarify points.
6. Have system of customer feedback

We may occasionally call rental customers to ask about their experience. This is not a threat, it is a process of information gathering. Yet, the most valuable feedback we can have is the feedback the customer gives when s/he is in our store. Please make a note of these comments for your manager, or suggest that the customer talk with a manager with both positive and negative feedback.

7. Thank the customer—we are not doing him or her a favor

Customers have a number of options, other than to do business with our company. We need to let customers know that we appreciate their business. 

8. How to handle mistakes

The best way to handle mistakes is not to make them. The second best way is to catch them early. The damage to store image and to profits increases drastically depending on whether the mistake is caught upon setup, pickup, or at the ski area. When a customer claims a mistake has been made, show your concern, but avoid making comments and ask clarifying questions until the facts of the situation are understood. 

If a customer becomes upset, here are a few suggestions:

1. Don’t put a physical barrier between you and the customer (the rental desk, a counter or  rack).

2. Look the customer in the eye.

3. Don’t cross your arms. Face the customer with your hands at your sides. 

4. Customers want to see you focused on their problem and moving efficiently.

5. Make your voice calm. High pitch and tenseness makes you sound defensive.

6. Keep it impersonal. Use “I” instead of “You” to construct an objective situation.

You will usually be able to resolve the situation well. But if you need assistance, call your manager.

RENTAL POLICIES

AND

PROCEDURE
RENTAL SHOP REQUIREMENTS

1. The rental shop must maintain a record of binding maintenance and testing as required by ASTM standards;

2. The rental shop must post signs stating the minimum 18 year old age requirement for signing rental forms;

3. The rental shop must have posted replacement costs for equipment which is lost or stolen;

4. The rental shop must have a sign posted that informs the customer that s/he is responsible for paying for any equipment that is lost or stolen from him;

5. The rental shop must have a sign posted which specifies the additional charges for equipment that is returned dirty;

6. The rental shop must have a sign stating "NO REFUNDS GIVEN; RENTAL CREDITS WILL BE ISSUED AND MUST BE PICKED UP IN PERSON WITHIN 10 DAYS OF CANCELLATION”;

7. The rental shop must have a sign posted which states ‘A deposit is required for skate, snowboard, water-ski and demo snow-ski rental. Deposits must be made by credit card, or check. No cash deposits”;

8. The rental shop must have the skier ability (type) chart posted or available to the customer;

9. The rental shop must have phone numbers readily available for all ski rental shops in Phoenix, the White Mountains, Flagstaff, Sunrise, Snowbowl, Purgatory Ski Area, and Telluride Ski Area;

10. The rental shop must have a chart posted or available which suggests appropriate snowboard length;

11. All skis, boots, snowboards, rental racks, bibs and jackets, must have Ski Pro inventory numbers permanently affixed or laminated to them;

12. Rental shops must have a working inventory control system set up and maintained;

13. All rental equipment should be clean and attractive;

14. Rental sidework duties such as vacuuming, dusting, cleaning of equipment, maintaining the appearance of the shop must be posted. Items on this list should be reviewed before the rental shop closes at night;

15. Each rental location should have a sufficient number of certified technicians to keep a certified technician on duty in the rental shop during all business hours;

16. The rental shop must maintain an alphabetized file containing all completed rental forms. Absolutely none of these forms may be disposed of. It is critical that these forms be kept on file for a minimum of seven (7) years;

17. The rental shop must have a rental credit clipboard or file where canceled rental forms are kept until the customer comes in to pick up his credit. The canceled rental form will not serve as a credit. To be valid, the credit must be written on a store receipt and must not be written in advance.
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RENTAL  POLICY

SYMBOL 168 \f "Symbol" \s 15 \h
reservations

The customer must come into the store to reserve equipment. There will be NO phone reservations, even if we have the customer information on file.

The rental must be paid for in-full at the time the reservation is made. There will be no partial payments.

There are no refunds for any reasons (cancellations or early returns ARE NOT exceptions). The only exception will be because of mistakes on our part (two left boots, etc.).

Proper picture ID is required to make a rental reservation (Arizona Driver's License with picture, Military ID with picture, or passport with local address and picture). If the customer has an out of state driver's license with a picture, a MC, AMX or VISA deposit for the replacement value of the equipment will be required. DO NOT ACCEPT A CHECK AS DEPOSIT unless it can be guaranteed with our check guarantee service (see cashier).

According to Arizona law, people under the age of 18 are minors. They must have a parent or legal guardian sign the paperwork.

We allow reasonable travel time on ski rentals. For example, to ski on a Saturday and Sunday, the customer will pick up equipment on Friday after 4 P.M., and return it on Monday by 3 P.M. and pay for a two-day rental.


[image: image15.wmf]Type of 

Terrain

FREESTYLE        

smaller mountains                               

less than 1,500 ft vertical                    

mostly hard snow,                       

parks, pipes

FREERIDE               

bigger mountains                             

more than 1,500 ft vertical                               

full range of terrain                             

and snow conditions

Foot Size         

( U.S. Mens )

size 5 or 

smaller

 

5.5 - 9

 

9.5 - 14

size 5 or 

smaller

5.5 - 9

9.5 - 14

Weight                      

( lbs. )

less than 100

100 - 130

less than 100

100 - 130

130 - 160

more than 160

130 - 160

more than 160

less than 100

100 - 130

less than 100

100 - 130

130 - 160

more than 160

130 - 160

more than 160

TRY THIS    

( board 

length, 

width )

FS 100 - 135 cm, < 24 cm

FS 130 - 145 cm, < 24 cm

FS 130 - 140 cm,  24 - 25 cm

FS 140 - 150 cm,  24 - 25 cm

FS 145 - 155 cm,  24 - 25 cm

FS 150 - 160 cm,  24 - 25 cm

FS 145 - 155 cm,  > 25 cm

FS 150 - 160 cm,  > 25 cm

FS 105 - 140 cm, < 24 cm

FS 135 - 150 cm, < 24 cm

FS 130 - 145 cm,  24 - 25 cm

FS 140 - 155 cm,  24 - 25 cm

FS 145 - 160 cm,  24 - 25 cm

FS 155 - 165 cm,  24 - 25 cm

FS 145 - 160 cm,  > 25 cm

FS 155 - 165 cm,  > 25 cm


Reservations may be made up to one month in advance.

SYMBOL 168 \f "Symbol" \s 15 \h deposits

Deposits are required when renting snowboards, snowboard boots, high performance skis and boots, water sport equipment and skates.

The only items not requiring a deposit are rental softgoods and standard rental skis.       

Deposits must be posted with a credit card or personal check which can be accepted and guaranteed by our check service. The person whose name appears on the credit card or check must be present to post the deposit. It is the responsibility of the rental technician to make sure the rental customer will be able to post the deposit before continuing the rental process.

If the rental customer wants to use a credit card or check which bears the name of a person who is not present, the technician must inform him that this runs against store policy. If an alternative that is within store policy cannot be found, then the technician should call a manager.

SYMBOL 168 \f "Symbol" \s 15 \h cancellations

There are no refunds for any reasons (cancellations or early returns ARE NOT exceptions). The only exception will be because of mistakes on our part (two left boots, etc.).

Persons calling in to cancel reservations should be referred to the rental shop.

Cancellations may be taken, however, by someone other than the rental technicians. 

When a cancellation is phoned in, it is imperative that person accepting the cancellation write down the 

(customer's name, (phone number, and ( pickup date

[image: image3.wmf]and give this message to whomever is in charge in the rental shop. In addition, the customer needs to be reminded that his store credit will be on file in the rental shop for ten days. The customer must come in within ten days to pick up his credit. Credits cannot be mailed, since there would be no verification of receipt of the credit. And, as posted in the rental shop and reaffirmed by the technician at time of rental, there are no cash refunds for rental cancellations.

10 DAYS TO PICK UP CREDIT
Rental in-store credits will be given to customers who cancel their reservations within 24 hours of the pickup date. 

Cancellations made on the pickup day will receive a store credit less a cancellation fee of $4.00 per set of equipment.

No-shows will receive no credit.

Rental staff will determine the amount of the credit at the time of the cancellation and write the credit amount on the hard copy of the rental form. When the customer comes into the store, he will visit the rental shop first, pick up the hard copy of the rental form with the credit amount written on it, and take it to the cashier who will write the credit on a store receipt. The cashier is responsible for making sure the rental form hard copy is marked "credit written and picked up, " and returned to the repair shop. 

(  If the cancellation was made over the phone, the hard copy of the rental receipt with the credit amount written on it will be held in the rental shop on the credit clipboard for a maximum of 10 days. After 10 days the canceled rental form should be removed from the clipboard and alphabetized with the returned rental forms. We are no longer responsible for the credit. If the rental cancellation can be located after 10 days, however, we may still extend the credit to the customer.

The customer must come into the store to pick up his rental credit and should do so within 10 days of canceling. or forfeit the credit.



[image: image4.wmf]WE DO NOT TRACK CREDITS.  THESE CREDITS ARE JUST LIKE CASH.  LOST OR STOLEN RENTAL CREDITS CANNOT BE REPLACED

SYMBOL 168 \f "Symbol" \s 15 \h
equipment pickup


If the customer needs to pick up equipment before 4:00 P.M., he must make prior arrangements with the rental shop and call before coming to pick up equipment. 

Whoever picks up the equipment should have a copy of his rental receipt showing that the equipment is paid for and identifying him as the person who is picking up the equipment. 


Customer Verification of Binding Settings:



This 'pick up' person must check and confirm that the settings written on the form 
correspond to the settings which appear on the binding indicators.



The rental technician  must assist the pick up customer, asking the customer  ( if he 
has read and confirmed the settings on the toe and heel of each pair of skis he is 
picking up, and ( if he has any questions.

The customer is responsible for seeing that he has all his equipment before leaving the store.

[image: image5.wmf]#1 RENTAL TEAM


SYMBOL 168 \f "Symbol" \s 15 \hequipment return

There are no refunds for any reasons (Early returns ARE NOT exceptions). Early returns may receive a rental credit for the difference in cost between the expected return date and the actual return date.

Rentals should be returned before 3:00 P.M. on the return date.

Customers who return one (or more) days late WILL BE CHARGED A LATE FEE at the one day rental rate for each day they are overdue. 

[image: image6.wmf]If you deal with a customer who is returning skis after someone was injured, DO NOT VOLUNTEER ANY INFORMATION regarding our liability or the liability of the ski area. Be polite and check in the equipment and inform the manager immediately.

rental procedure

A rental customer is most likely a customer who is a new entrant to the sport and does not have his or her own equipment or clothing. In a manner of speaking, as many sales can be made from the rental shop as can be made on the sales floor, if the customer is treated well. 

In some stores rental personnel are on the lowest rung of the store hierarchy, and it only follows that the rental customer is also treated as second class. This is not the case at Ski Pro or Ski Chalet. Rental personnel are an important factor in the superior customer service equation. Furthermore, every customer, regardless of what s/he is purchasing (and even if s/he is not purchasing anything at all), should be treated as if he or she is making a $1000 purchase. 

Maintain the service-oriented attitude appropriate to rental personnel at all times. Realize that you may be the start of someone's long-awaited vacation.

The rental process should be a process of information gathering. Ask questions. Listen to the customer. It is your goal to make the customer happy, get him in and out as efficiently as possible, yet keep that customer relaxed and eager to come back to see you.

Rental Reservation Procedure

1. Greet the customer.

2. Determine who in the group has a valid Arizona Drivers' License, Arizona ID or
Military ID and is going to be responsible for the equipment. The technician must confirm that this person is at least 18 years old.

3. Use common sense. If there is any possibility that we would be rented out of equipment, ask the customer if s/he knows what s/he wants for which time period and check the inventory control book for availability before filling out rental forms.

4. All rental items require a deposit with the exception of softgoods and standard rental skis. If the customer’s rental requires a deposit, determine the amount of the deposit and ask the customer,

“How would you like to post the deposit?”

5. In response to #4, ask the customer, 

“Is this your check (or credit card)?”  

There are only two possible answers to this question and two possible courses of action that may follow:

[image: image7.wmf]Type of 

Terrain

FREESTYLE        

smaller mountains                               

less than 1,500 ft vertical                    

mostly hard snow,                       

parks, pipes

FREERIDE               

bigger mountains                             

more than 1,500 ft vertical                               

full range of terrain                             

and snow conditions

Foot Size         

( U.S. Mens )

size 5 or 

smaller

 

5.5 - 9

 

9.5 - 14

size 5 or 

smaller

5.5 - 9

9.5 - 14

Weight                      

( lbs. )

less than 100

100 - 130

less than 100

100 - 130

130 - 160

more than 160

130 - 160

more than 160

less than 100

100 - 130

less than 100

100 - 130

130 - 160

more than 160

130 - 160

more than 160

TRY THIS    

( board 

length, 

width )

FS 100 - 135 cm, < 24 cm

FS 130 - 145 cm, < 24 cm

FS 130 - 140 cm,  24 - 25 cm

FS 140 - 150 cm,  24 - 25 cm

FS 145 - 155 cm,  24 - 25 cm

FS 150 - 160 cm,  24 - 25 cm

FS 145 - 155 cm,  > 25 cm

FS 150 - 160 cm,  > 25 cm

FS 105 - 140 cm, < 24 cm

FS 135 - 150 cm, < 24 cm

FS 130 - 145 cm,  24 - 25 cm

FS 140 - 155 cm,  24 - 25 cm

FS 145 - 160 cm,  24 - 25 cm

FS 155 - 165 cm,  24 - 25 cm

FS 145 - 160 cm,  > 25 cm

FS 155 - 165 cm,  > 25 cm


A. If the card does not belong to someone who is present,  then the technician must explain to the customer,

“I apologize for any inconvenience, but for the protection of the cardholder (or check-owner) the store cannot accept the check credit card of an individual who is not present.” 

The technician should then ask the customer,

“Do you have a check or credit card with your name on it that can be used to post the deposit?” 

If the technician and customer cannot arrive at a deposit method that is within policy, then the technician should call a manager to resolve the situation.

[image: image8.wmf][image: image9.wmf]
B. If the card belongs to the individual who is present, the technician may start the rental process.

6. Ask the responsible customer, 
“Could you please print the information asked for at the top of the rental form (name, address, phone) and complete the personal information for each renter in your party (boxes 1 ( 3).”


You will need to point out the skier type chart, which is posted or available to the customer.

7. Check that all information is complete and legible. You are responsible for the completion and legibility of all paperwork.

8. Obtain the drivers' license form the responsible party and ask,

 
“Is this still your current address, 123 W First Street, Number 2?” 

to verify the address given on the form. Check the expiration date and record the license number in the appropriate spaces on the form.

9. Record the following:
A. present date

B. pick up date

C. return date (at top and back or bottom of form)

D. number of days rented

E. your initials (above the present date) above return date

10. Repeat back the pick-up date and return date to the customer. 

"So, Mr. Smith, you will be picking up your equipment Thursday, November 11 after 4 P.M., ski 3 days, and return the equipment Monday, November 15 before 3 P.M.  Is this correct? Do you have any questions about pickup or return dates?

Your total for this rental is $XXXXX with a $XXXX deposit.

11. Find out what equipment the customer needs (as explained on following page).

FITTING THE CUSTOMER WITH RENTAL SKI EQUIPMENT

 A. Have the customer identify the type of skier s/he is by using the "Skier Type" charts. 

      Record this on the rental form for each skier.

 B. Find out what the customer did or did not like about his last rental equipment.    

      Ask specific questions,(not, "How did you like the 160cm skis you skied on last time?", but, "Did those 160 skis turn OK for you the last time you skied?" Make notes, if necessary.

 C. Determine ski length


Ski length is largely a matter of personal preference, but new skiers usually prefer shorter skis which are lighter and easier to turn. More experienced skiers usually prefer longer skis for better stability during faster skiing. 



(
Newer skiers who are of approximately average weight for their height will use 
skis that are approximately as long as the distance from the floor to their chin. 
After they have skied a few days they will need longer skis. 



(
Strong, intermediate skiers should use skis longer than they are tall.

Remember, the final decision on ski length is up to the customer. 

We will not insist that a customer use longer skis than s/he is comfortable with.

.D. Fit for boots 


When fitting for boots, COME OUT FROM BEHIND THE RENTAL DESK. Measure the foot with the appropriate boot manufacturer sizing device. Then, get down on your knees and put the boot on the customer. Ask him or her how it feels. Show him how to fasten the boot. Show her how to tighten and loosen the fit.



When confirming boot size for young children, you may remove the liner from the boot and evaluate the fit by placing his foot in the liner and checking for toe room. Make sure the child is given the same attention you would any customer. Not only does he deserve to be warm and comfortable, but cold or uncomfortable children are usually quite vocal, and can make a ski trip less enjoyable for everyone.



Remember, not all kids boots fit all kids skis. Smaller boots will fit only the shorter skis. You must check compatibility at the time the reservation is made.

 E. Fit for poles


Pole length is largely a matter of skier preference. But most skiers ski comfortably with their arms bent at a 90 degree angle. Have the customer grip the pole and check for fit.

Constantly talk to your customer and explain what you are doing.

[image: image10.wmf]
12. Ensure that the appropriate equipment is available for the required rental dates while the customer is still being fitted. Take the equipment out of inventory at this time, according to instructions on page 24 and 25.

13. Show the customer how the equipment works


SYMBOL 110 \f "Wingdings" \s 12 \h Have the first time customer step into the skis.


SYMBOL 110 \f "Wingdings" \s 12 \h For the rental skier, demonstrate how boots interact with bindings, how the heels cock, and how to get out of the skis. For the rental snowboarder, demonstrate how the boots fit into the system and how to get out of the snowboard.

SYMBOL 110 \f "Wingdings" \s 12 \h Have the customer snap in and release out to familiarize himself with the way the equipment works. Or demonstrate this to him, letting him work the equipment whenever possible.


SYMBOL 110 \f "Wingdings" \s 12 \h Warn him about snow accumulation on the bottom of the boot.

( The more the customer knows about his or her equipment, the better will be his skiing experience.


SYMBOL 110 \f "Wingdings" \s 12 \h Finally, ask the customer, 



"Do you have any questions about your equipment?"
14. Have the responsible customer read the rental agreement and sign and initial in the appropriate spaces.

ALL RENTERS IN THE PARTY MUST SIGN AND INITIAL THE LIABILITY AND RELEASE WAIVER ON THE RENTAL FORM BEFORE THEY CAN RECEIVE EQUIPMENT. IN THE CASE OF A MINOR UNDER 18, THE PARENT OR GUARDIAN MUST SIGN THE RELEASE WAIVER.

Minors must have a parent or guardian initial and sign the rental form for them.

15. Politely inform all renters that the rental must be paid for at the time of reservation and any required deposits must be posted now also. If for some reason the deposit cannot be made at this time, you must mark the rental form ‘DEPOSIT REQUIRED BEFORE PICKUP.’
16. Give the customer both the yellow and pink copies of the rental form, direct the customer to the cashier to pay for the rental and post the deposit if required.

17. [image: image11.wmf]File your white copy of the rental form.

Follow either A or B depending upon when the equipment is to be picked up.


(A) IF THE EQUIPMENT IS TO BE PICKED UP AT A LATER DATE:

18A. After closing, match the white copy with the copy kept at the register.

19A. File these stapled copies under the PICK UP date.

20A. One day before the customer reservation date, set up the equipment. 


(B) IF THE EQUIPMENT IS TO BE PICKED UP AT THE TIME OF RENTAL

18B.
Set up the equipment while the customer is paying the cashier;

19B.
See SET UP and PICK UP.

Equipment set-up

If the rental is an on-the-spot rental, the set-up is done while the customer is paying the cashier.

In the case of advanced reservations, the technicians must set up as much equipment as possible the day before the pickup date.

1. Retrieve the white copy of the rental form from the TO SET UP BOX. Gather all customer equipment and record all inventory numbers on the white copy of the rental form.

2.
At this time, for snow-ski rental, use 

· the information provided by the customer (height, weight, sex, age, skier type), 

· the boot sole length, and

· the manufacturer binding setting chart, to determine  the correct DIN setting for the customer’s equipment, and set the bindings accordingly.

[image: image12.wmf]
3. Record DIN settings on the rental form.

DIN SETTING PROCEDURES MUST BE PERFORMED BY, OR UNDER THE SUPERVISION OF, A MANUFACTURER-CERTIFIED BINDING TECHNICIAN FOR THE BINDINGS BEING SET.

4. The customer's name and pickup date should be written on masking tape or post-it notes and affixed to every pair of skis. Boots should be inserted into bindings of rental skis and snowboards to make a neat package. 

5. The equipment should be stored in the rental pickup area.

6. The white copy of the rental form is filed in the TO BE PICKED UP BOX.

Rental Equipment Pickup 

1. When the customer comes to pick up his or her equipment, 

2. Take the customer copy of the rental form and retrieve the white copy (shop copy) of the form from the TO BE PICKED UP BOX. Match this copy against the customer copy, but do not staple together. The customer will be taking his copy with him. If the customer does not have his/her copy of the receipt, ask for some identification before releasing the equipment.

3. Retreive the rental equipment from the rental pickup storage area.

4. Have the snow-ski customer 

· [image: image13.wmf]visually confirm binding settings,

· sign to verify settings,

· confirm that all sizes are correct, and

· sign for receipt of equipment


Have the snowboard customer

· confirm that all sizes and stances are correct,

· confirm that all base conditions are adequate,

· confirm that leash and stomp pads are in place, and

· sign for receipt of equipment.

5. Thank the customer and help him out of the store, if possible.

6. File the white and register copies of the return form under RETURN DATE.

Rental Equipment Return
When a customer returns equipment

1. Locate the customer's paper work from the return date file;

2. Inspect equipment;



(
A.
The equipment must be ours. All skis, boards, and boots must be engraved with or be laminated with the Ski Pro or Ski Chalet  inventory number.

B.
All equipment (including poles) must be the exact equipment rented by that customer.

C.
All equipment must be returned clean.

D.
All equipment should be inspected for abuse.

3. 
Stamp "RETURNED" on the shop copy of the rental form and file this form in the 
"RETURNED" file;

4. Stamp the customer's copy "RETURNED";

5. Ask the customer how s/he enjoyed the trip. Thank him or her for doing business 
with us, and encourage the customer to come see us again.

Special Conditions

1.
Late returns




(
Any customer who has not returned his equipment by 7 P.M. on the return date needs to be phoned to remind him that his equipment is due that day.
If the customer cannot be contacted by phone, this needs to be marked on the rental form, and the form placed on the "late return" clipboard.

If the customer claims he has already returned the equipment, the technician needs to check the inventory control numbers of all returned equipment to see if the missing equipment has been returned. 

2.
Customer Injury




[image: image2.wmf]
If you deal with a customer who is returning rental equipment after someone has been injured:

[image: image14.emf]

A.
DO NOT VOLUNTEER ANY INFORMATION regarding our liability or the liability of the ski area;

B
Express sincere, but noncommittal concern for the customer;

C.
Be polite and check in the equipment.

D.
Inform the manager of the situation immediately.

E.
In the face of a hostile customer, be courteous but decline to answer any questions and direct them to the store manager. Statements that you might make at this time could come back to haunt all of us later.

3
Lost or stolen Equipment

If a customer returns without his/her rental equipment, do not let the customer leave until you have done the following:

A.
Ask the customer if s/he filed a report at the ski area so we can notify the ski area that our equipment is missing (the area may be able to locate the equipment in their own rental shop);

B.
If the customer did not file the report and it is during regular business hours at the ski area, we will make the call right then to try to locate the equipment;

C.
If we cannot locate the equipment, ask the customer how he wants to pay for the missing equipment. Remind him to contact his homeowner's insurance agent or his credit card company if he paid for the rental with his credit card to see if they will reimburse him for the loss. But the customer must pay for the equipment BEFORE HE LEAVES THE STORE. The customer is responsible for finding his own means or recouping his loss.

D.
Inform the customer that we will GLADLY refund his money if the equipment can be found and returned to the store.


4.
Return of incorrect SKI PRO equipment.

If the customer returns equipment that belongs to Ski Pro, but is not the exact equipment that was rented to him:

A.
Inform the customer that this is not the exact equipment he was rented, and that he must have inadvertently picked up another customer's skis BY MISTAKE;

B.
Inform the customer that we must locate the exact equipment rented from us or he will have to pay for the replacement of his rental equipment;

C
Check the inventory control numbers on equipment already returned to ensure that someone has not already returned his equipment;

D.
If the equipment has not already been returned, then pull the forms of outstanding rental equipment. Identify who has rented the equipment that is now being returned. It may be possible to reach these customers by phone and see if they have the missing equipment;


E.
If all efforts to locate the missing equipment fail, then ask the customer how he wishes to pay for the missing equipment and write up a receipt and accompany him to the cashier.

F.
Inform the customer that should his equipment be returned, we will gladly refund his money.

5.
Return of another ski shop's rental equipment

If the equipment returned is not from Ski Pro:

A.
Inform the customer that this equipment does not belong to Ski Pro, that it is not the equipment he was rented, and that he must have inadvertently picked up another customer's skis BY MISTAKE. We cannot accept this equipment in lieu of the equipment he rented from us. 

B.
Inform the customer that we must locate the exact equipment rented from us or he will have to pay for the replacement of his rental equipment;

C.
If it is possible to identify which ski shop owns the incorrectly returned 


equipment, call the ski shop and see if someone has returned our equipment to it.

D.
If we locate the equipment in another shop, the customer will need to pick up the equipment and return it to us, or the customer can pay appropriate shipping and handling charges ($40) to have the equipment returned to us. (a $20 UPS charge and a $20 handling charge to the other shop—we make no profit on this charge).

E.
If we can identify the shop which owns the incorrectly returned equipment, but cannot locate our equipment, let the customer know that we are obligated to inform the owners of the location of their missing equipment. '

F.
Ask the customer how he wishes to pay for the missing equipment, write up a receipt, and accompany him to the cashier.

G
Inform the customer that should his equipment be returned, we will gladly refund his money.

6.
Return of broken equipment
If a customer brings back broken equipment, first determine the cause of breakage:

A.
Was the damage the result of normal wear and tear?


If the breakage occurred because of normal usage and all parts are returned, responsibility for the equipment is covered in the customer's breakage insurance (included in the rental fee at no extra cost)

B.
Was the damage the result of neglect or abuse?



If the damage was the result of neglect or abuse, determine the extent of the damage.

i
If the damage is beyond repair, or if parts or pieces are missing, ask the customer how he wants to pay for the replacement cost of the equipment, write a receipt, and accompany him to the cashier.

ii.
If the damage can be repaired, get a cost estimate from the repair shop, ask the customer how he wants to pay the repair cost, write a receipt and accompany him to the cashier.
7.
Return of dirty equipment


Signs assessing a $2 cleaning fee for return of dirty equipment (usually muddy boots)  Customers should be given the option of cleaning the boots themselves (using the cleaning equipment at the rental shop) or of paying the $2 cleaning charge.



INVENTORY CONTROL
Ski Pro's rental inventory control system is simple yet vital to the operation of the rental shop. It takes only one unhappy customer whose equipment is not ready on the pickup date to ruin your whole day. It is to your advantage, and to the advantage of the customer, to effectively maintain the inventory control system.

All rental equipment and clothing are assigned inventory control numbers. For each inventory control number there is a corresponding monthly calendar page. These pages are kept in 3-ring binders and rented days are drawn though with pencil or removable marking pen.

To set up the system



1.
Every hardgood and clothing item (with the exception of poles) is assigned an inventory number. This number needs to be engraved or somehow permanently (or semi-permanently) affixed to the item;

2.
All item numbers are listed on calendar pages. These pages contain 31 days and list the item numbers down the left side of the page, with the days of the month extending to the right. Since these pages are all alike, the name of the month needs to be printed at the top of each sheet. Weekends are highlighted for emphasis and orientation.

3.
These inventory calendar pages are kept in 3-ring binders with page separators indicating ski size, boot size, etc.

To use the system

1.
Determine the correct equipment for the customer and the pick up and return dates of his rental;

2.
Identify a piece of appropriate equipment that is available on the required dates.

3.
Using a pencil or erasable marker, circle the pick up date, draw a line to the return date, and circle the return date for an inventory number that corresponds to the correct size of the equipment the customer needs.


4.
Place check marks on the rental form next to the equipment size. This indicates that the equipment has been taken out of available inventory for the necessary rental dates.

5.
Do this for every piece of equipment the customer and members in his party are renting. 









          IMPORTANT!


It is necessary to point out an aspect of this system which sometimes confuses the inexperienced rental employee. The customer may or may not receive the exact inventory item which has been taken out of inventory for his rental. This does not matter, since we are working with quantities of that size, (length, etc.,) only. The inventory number of the actual equipment the customer takes with him is recorded on the rental form AT THE TIME THE EQUIPMENT IS SET UP.

SKI PRO/SKI CHALET have three major goals to achieve in their rental shops:


Goal #1: To promote customer safety


Customers must receive the equipment that is appropriate for them and for their skiing ability—equipment that is well maintained and correctly adjusted to reduce the risk of injury.

Goal #2 To provide excellent customer service


Customers should have equipment when they are told they may have it.

Goal #3 To maximize profit



Inventory pieces should be rented for the maximum number of days possible per 
season.

Theoretically, a piece of equipment should be returned before 3 P.M.. and be available for pickup after 4 P.M. .by the next renter. In reality, however, equipment is inevitably returned late, and customers inevitably need to pick up their equipment before 4 P.M. For this reason, it is recommended that 30% of the equipment in that size should not be scheduled to go out the same day it comes in. When in doubt, consult your manager.

Cancellations and changes

If a customer cancels his reservation, the rental technician needs to look up each piece of equipment on the canceled rental form. (Remember, these are not exact inventory items, but general sizes and lengths). For each piece of equipment, the technician needs to find a block of time corresponding to the canceled reservation and erase the penciled in time-line.

If a customer changes his reservation, the same procedure is used with the modified pickup and return dates. The pickup and return dates must be modified not only in the inventory book, but on the rental form as well.

When the rental technician rents a piece of equipment that is in limited supply (such as a demo ski, limited boot size, or one-of-a-kind snowboard), s/he needs to ask the first renter to return the equipment as early as possible, and ask the second renter to plan on picking up the equipment as late as possible.

BOARD SIZE GUIDE

This chart is offered as a guide only.

Other factors will influence the length and width of an appropriate rider/board match.

For further assistance, consult one of our snowboard experts or manufacturer’s board guide.

FLOWCHARTS FOR SKI PRO/SKI CHALET RENTAL PROCESS

SNOW-SKI  RENTAL FORM

SNOWBOARD  RENTAL FORM

This completes the Ski Pro/Ski Chalet rental 
training manual. 

But this does not complete your training. In addition to manufacturer clinics, 

personnel meetings, mentoring, and other means of training, everyday occurrences 

and events in the rental shop will provide you with a continual learning experience.

Approach these experiences with a philosophical attitude. The great majority of your 

experiences will be positive. The rare negative experience that will occur should 

not be taken personally. You are here to do the best job of customer service you 

are capable of doing. Your customer needs your help. It is your job to give him 

that help, quickly, efficiently, and pleasantly.



Understand that Ski Pro and Ski Chalet management appreciates your efforts and is 
available to answer your questions, listen to your suggestions and to give feedback..
We want your work environment to be enjoyable.

 

Ski Pro and Ski Chalet have been in the ski business for over 17 years. We are

known for having the highest level of expertise and excellent customer service. We are 

pleased that you can be a part of our successful organization.


Thank you,

Ski Pro/Ski Chalet 


Management & Owners

Back to the table of contents



FITTING THE CUSTOMER WITH RENTAL SNOWBOARD EQUIPMENT





Ask the customer if s/he has ridden before.





If so, determine his or her preference in board type and size. If s/he has no experience or has no particular preference, then you must make the recommendation based upon the customer’s weight, boot size, potential riding style and available inventory. 





If you will be making the board recommendation, be sure to ask questions about the customer’s past experiences.





	Determine what s/he did or did not like about the equipment s/he used on previous occasions.





Determine board size.





		The assumption that beginning riders will want smaller boards does not necessarily hold true. You must consult manufacturer charts which take into account the size of the rider and the type of board to be ridden. A chart that suggests appropriate board size is provided in the appendix, but is to be used with the understanding that other factors may affect the proper length of board.





		Remember, boot sizes of 12 and larger may require a wider board to prevent toe and heal drag.





.D. Fit for boots 





		When fitting for boots, COME OUT FROM BEHIND THE RENTAL DESK. Measure the foot with the appropriate boot manufacturer sizing device and demonstrate any unusual lacing or buckling the boot may require. Boot fit should be snug with the appropriate socks on, but should have adequate toe room. Toes should lie flat in the boot and should be very close to the front of the boot. They may touch the front of the boot slightly, but should not be cramped, crumpled or folded.





		If the customer will be using a strap and buckle binding, the binding size must be compatible with the boot size. When using the step-in binding, all sizes are compatible.


				


 E. Determine stance: Goofy (right foot forward) or Regular (left foot forward)





		If the customer is not certain of his or her stance, have the customer step up onto the rental bench. The foot s/he uses is most likely the front foot in the stance.





Constantly talk to your customer and explain what you are doing.
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Color

		Type of Terrain

						size 5 or smaller						5.5 - 9										9.5 - 14						size 5 or smaller						5.5 - 9										9.5 - 14

						less than 100		100 - 130				less than 100		100 - 130		130 - 160		more than 160				130 - 160		more than 160				less than 100		100 - 130				less than 100		100 - 130		130 - 160		more than 160				130 - 160		more than 160

						FS 100 - 135 cm, < 24 cm		FS 130 - 145 cm, < 24 cm				FS 130 - 140 cm,  24 - 25 cm		FS 140 - 150 cm,  24 - 25 cm		FS 145 - 155 cm,  24 - 25 cm		FS 150 - 160 cm,  24 - 25 cm				FS 145 - 155 cm,  > 25 cm		FS 150 - 160 cm,  > 25 cm				FS 105 - 140 cm, < 24 cm		FS 135 - 150 cm, < 24 cm				FS 130 - 145 cm,  24 - 25 cm		FS 140 - 155 cm,  24 - 25 cm		FS 145 - 160 cm,  24 - 25 cm		FS 155 - 165 cm,  24 - 25 cm				FS 145 - 160 cm,  > 25 cm		FS 155 - 165 cm,  > 25 cm





B & W

		type of terrain

						size 5 or smaller						5.5 - 9										9.5 - 14						size 5 or smaller						5.5 - 9										9.5 - 14

						less than 100		100 - 130				less than 100		100 - 130		130 - 160		more than 160				130 - 160		more than 160				less than 100		100 - 130				less than 100		100 - 130		130 - 160		more than 160				130 - 160		more than 160

						FS 100 - 135 cm, < 24 cm		FS 130 - 145 cm, < 24 cm				FS 130 - 140 cm,  24 - 25 cm		FS 140 - 150 cm,  24 - 25 cm		FS 145 - 155 cm,  24 - 25 cm		FS 150 - 160 cm,  24 - 25 cm				FS 145 - 155 cm,  > 25 cm		FS 150 - 160 cm,  > 25 cm				FS 105 - 140 cm, < 24 cm		FS 135 - 150 cm, < 24 cm				FS 130 - 145 cm,  24 - 25 cm		FS 140 - 155 cm,  24 - 25 cm		FS 145 - 160 cm,  24 - 25 cm		FS 155 - 165 cm,  24 - 25 cm				FS 145 - 160 cm,  > 25 cm		FS 155 - 165 cm,  > 25 cm
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