
REMEMBER

Using a customer’s name is part of their overall customer-service experience.

Mastering REMEMBERme will:
•	Build a brand around customer care. 

•	Provide a higher level of customer experience than your competitors. 

•	Master a skill that will get customers to return again and again.

Overcome your 
employees’ 

mindset and 
eliminate 

roadblocks in 
remembering and 

using a customer’s 
name, raising the 
level of customer 
service on every 

interaction.

This training program gives your employees the tools and 
techniques for growth and service success and will also:

•	Help you understand that a person’s name is a precious possession.
•	Eliminate roadblocks to remembering and using the person’s name.
•	Value the significance of your customer’s overall experience.
•	Determine what you should remember–and why.
•	Provide REMEMBERme tools you can use to remember and use your 
customers’ name.

•	Use proper name etiquette.
•	Improve your memory for all kinds of facts.
•	Help you learn the importance of using their name every time.     
•	Understand how memory works.

REMEMBERme 
dramatically improves your employee’s 

ability to remember and easily use a customer’s 
name and overcome roadblocks to remembering - 

significantly improving their overall customer service experience.



Recognition 
Matters! 
Many people know 
the name of a client, 
customer or fellow 
employees, but are 
reluctant to use 
it–because they 
do not realize that 
“recognition matters!” 
To understand that 
recognition matters to 
everyone, ask yourself:

•	How do you feel 
when someone calls 
you by name? 

• Does it make you 
feel more important, 
even special? 

• How often does 
your bank, phone 
provider, credit 
card provider, 
government office, 
supermarket, 
restaurant, retailer, 
or health care 
facility call you by 
name?  

• How would you 
feel if they always 
remember your 
name and used it?

Why Don’t We Remember and Use Names?
1. Indifference
2. Fear
3. Lack of Training

This REMEMBERme program helps you to easily recognize and remove 
these barriers and change your mindset.

“YOUR NAME IS 
YOUR IDENTITY!”  

WHEN YOUR EMPLOYEES MAKE AN 
HONEST, HUMAN CONNECTION AND 

CALL CUSTOMERS BY NAME, THIS SIMPLE 
COURTESY HELPS BUILD LASTING, 

BENEFICIAL RELATIONSHIPS.

People love to hear 
their own name. 

This program 
trains employees 

to recognize the 
importance of 

making customers 
feel important 

and cared for–
generating an 

immediate, positive 
reaction that affects 

the relationship.

When so many 
customers feel 
overlooked and 
taken for granted, 
remembering your 
customers’ and 
clients’ names is 
the highest level of 
customer service. 
Something as simple 
as remembering a 
name can affect your 
interaction with 
customers and co-
workers, and make 
them feel special.

Remembering and 
using a customer’s 
name”

−	Increases your level 
of care.

−	Improves your 
overall job 
performance.

−	Makes customers 
feel wanted and 
taken care of.

−	Helps you to get to 
know and better 
understand your 
customer’s needs.

What is the Value of the REMEMBERme 
Program?



Powerful Customer Care
REMEMBERme provides the mindset and 
skills training for improving job performance and 
everyone benefits: customer, company and 
employee.

Remembering and using a customer’s name is 
the first step to going above and beyond, over-
delivering on their expectations.

Using a person’s name carries more significance 
than any other word.

11 Simple Steps for 
Remembering and 
Using Names

The REMEMBERme 
program will:

•	Describe the 
reasons for 
remembering and 
using names.

•	Define the customer 
experience and 
how customers 
interpret and react 
to an employee who 
remembers them.

•	Briefly discuss how 
the brain acquires, 
processes, and 
stores information.

•	Recognize the 
important detail 
you should 
remember about 
your customer and 
your interactions 
with them.

•	Identify several 
techniques for 
remembering and 
using names and 
recognizing faces.

•	Learn to utilize 
proper name 
etiquette.

•	Understand how 
remembering your 
customers’ names 
can help you defuse 
problem situations.

What’s in 
It for Your 
Employees?

REMEMBERme 
employees realize 
that they would rather 
work with a smiling, 
pleased customer, 
client, co-worker or 
vendor than “the 
other kind,” and 
providing a high 
level of this personal 
touch makes them a 
“sought-out” customer 
service provider.

REMEMBERme 
trained employees:

−	Have a positive 
influence in 
encounters with 
clients.

−	Improves their 
interactions and 
relationships on all 
level.

−	Discover this 
service affects 
their overall job 
performance.

−	Enhance the 
general work 
environment.

−	Receive recognition 
for advancement or 
promotion.

−	Increase their value 
and importance to 
the organization.

1 Pay attention

2 Avoid distractions

3 Learn a name as   	
soon as possible

4 Use the name 	
early and often

5 Engage your 
senses

6 Connect information

7 Get organized

8 Visualize

9 Rehearse

10 Use affirmations

11 Stay motivated

Step 1 is so important, we say it again: 

Pay attention!

The 
Importance of 
Remembering 
Names




