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Purpose Of 
This Activity:

 Conduct a brief meeting to remind front line staff that they must say “please” every time they ask 
for something, “thank you” when they receive information, and “you’re welcome” whenever they 
hear “thanks”.

Length:  15 minutes for initial meeting
 1 week for competition

Materials:  RECOGNITION CARDS (blue) and REMINDER CARDS (red) printed from page 2 and cut to size.  
You will need 1 set of cards for each front line employee.
 Push pins for posting cards at each team member’s workspace.

Activity Introduction  
By Manager:

EXPLAIN: Today we begin a 5-day program on courtesy. In this short meeting we will discuss our 
standards for courtesy. Then everyone will get back to work with a focus on using courtesy words 
when we ask for something, when we receive something, and when we are thanked.

I will begin listening every time I walk by your desks. Use of “please”, “thank you” and “you’re 
welcome” can be easily heard, or, easily diagnosed as missing even if I do not hear the customer’s 
side of the call.

When I hear courtesy words, I will stop and post a RECOGNITION CARD to reinforce the correct 
behavior I just heard. If I hear you skip a courtesy word, I will take away the RECOGNITION CARD 
and post a REMINDER CARD to let you know what you missed.

The goal is to take away all of the REMINDER CARDS and to fill your workspace with RECOGNITION 
CARDS that do not get taken away.

At the end of 1 week, I will have a celebration with the whole team if everyone has a full set of 
RECOGNITION CARDS.

Conduct The Activity: ASK: Can someone please tell me when we are supposed to say “please”?

LISTEN FOR: Every time we ask for something. [Be sure to say “thank you” for the responses. 
People must notice that you are modeling the behavior you are teaching.]

ASK: What is the appropriate response when a consumer, or a fellow employee, says “thanks”?

LISTEN FOR: “You’re welcome”. [Be sure to say “thank you” for the responses.]

SHOW & TELL: Show the cards and explain the competition. If you know the recognition, feel free 
to reveal it. You may also keep the recognition as a surprise.

MOTIVATE TEAM: To sound right and say the right things on every call.
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PLEASE PLEASE
(before asking for anything) (know you are helping 

 your team succeed)

THANK 
YOU

THANK 
YOU

(every time, every place) (for your courtesy)

YOU’RE
WELCOME

(in response to “thanks”) (to recognition when the whole 
team sounds consistently polite)

YOU’RE
WELCOME
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