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Ohio Parks and Recreafion Assaciafion

Launching Your
Team to Success
through Onboarding

Marisa Hoff, M.Ed.
Partner, The Empower Group

Objectives

* Introduce myself.

+ Define onboarding.

* Review the importance of onboarding.
* Learn the components of onboarding.

« Create a list of action items.

www.tegfirm.com

MEET ME

Marisa Hoff

* General Manager, Stevenson Fitness
« Fitness Business Speaker

* Parks & Recreation Since 2017

» Signed up to do my CPRP

* Partner, The Empower Group

What We Do

Interactive

Keynotes &
Workshops

Breakouts

Strategic
Advising
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The Empower Group
ﬂ @EmpowerGroupFirm
. @the_empower_group

www.tegfirm.com Defined

What Is Onboarding?

The action or process of integrating a
new employee info an organization or
familiarizing a new customer or client
with one's products or services.

. Onboarding Data
Why it's important to get it right
. 12% 82% 65% 87%
'
% Empl tenti Organizations with 87% of new hires who
What It Isn't... ompiznails e ek s
. f i processes rience a
+ A checklist of paperwork to be done e e S oreng 50% increase. have strong clarity
* An on-the-job training (Galig onboarding process in productiviy bout her Tol.
* Information overload
9 10
Keys to Onboarding
P S
Clear Warm Defined Varied Success
Goals Welcome  Categories Methods ~ Measures
n
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www.te

firm.com
- What Are Your Goals?

Research by Gallup points out that many
organizations misunderstand the purpose of
onboarding, treating it as a “new employee
orientation class” rather than “a process that helps
employees get up to speed in their job and
integrated into their new team and organization.

14

Onboarding Goals

Ensure Compliance

17

16

Onboarding Goals

Ensure Compliance
Build Culture
Create Connections

Increase Competency
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List an Action Item ""eldan

Welcome

Warm
Welcome

Before
+  Send an email - personalized greeting,
introduction to their team and what to expect.

-+ Should I pack my lunch on the first day,
or is there a team lunch scheduled?

What time should | arrive at the office?
Where do | park?
Who should | ask for when | arrive?

Where are the restrooms?

What will | be doing on the first day?
Do | need to bring my computer?
What should | wear?

Does the office have coffee?

Where do | sit2

Who do | ask if | have questions?
Which door do | go through?

.

.

22

Warm
Welcome

Before

«  Send an email - personalized greeting,
introduction to their team and what to expect.

« Prepare their workspace — bus cards, desk, efc.

«  Set up all their ‘stuff’ in the system (email,
access fo systems).

Order their uniform and name tag.

« Consider providing company swag.

« Send a new employee survey.

24
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First Day

« Day one agenda/schedule
« Assignment

* Introductions

« Small gift

+  Planned meal(s)

* Social media intro

« End of day debrief

25 26

It Makes a
Difference!

List an Action Item Defined

Categories
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Categories

Everybody learns - regardless of their role!

g conre JNCS feci
5 Cross-
455

Job Specific

Specific job training is the last piece.

31

32

FAQs

R Who? What? Timing? Tools?

33

Purpose

Why we do what we do

35




Core Values
What drives us every day.

® History/Our Story

How we started.

Purpose
Why we do what we do.

Organizational Chart
Who does what.

37

1/26/2025

Andre Pichly Vacant
Sports ‘Sports & CORE

Lauren Trejo
‘Sports Coordinator

‘Stephen Menebroker Scott Nicolos
s Coordinator Sports Goordinator

» Why it is important?

40

The Truth About CX

%, 8.
het 9 4
i iy ) (&
Revenue Satisfaction Referrals Cancellations Litigation

83% of consumers will
refer affer a positive
experience. Referral
customers cost less to
acquire and a 16%
higher lifefime value.

Customers are willing
o spend 70% more
money with a company
that provides what they
feel is o superior

customer experience.

8% of people cite a Building solid
relationships and
frequent, focused

Focusing on maximizing|
the experience, with
regard to the entire

customer journey,
increases customer
satisfaction by 20%.

bad experience as
their reason for
leaving a business,
Typically, only 1 in 26
‘peaple will fell you

customer interactions
helps decrease the
chance of lawsuits.

a1

» Why it is imporfant®

+ Professionalism

41

42
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(14

Why it is imoorfant? There are no unimportant
° IT IS Imporrante . .
. Proéss;onanzm jobs, just people who feel

+ Customer experience strategies o unimportant in their jobs.
Mark Sanborn

Mark Sanborn shares the true story of
Fred, the mail carrier who passionately

loves his job and who genuinely cares
about the people he serves.

43 44

AR A

TegFirm.com/cxaudit

Resource

46

Customer Service Tacti

Surprise & Delight
+ Birthdays

« Why it is imporfant?
* Professionalism e
» Customer experience strategies o + Postcards
* Surprise & delight

*  Milestones

» Cake pops -
o
+ Flowers i
» Onesies ‘;?.',,
3
:
3
47 48



1/26/2025

» Why it is importante
* Professionalism
» Customer experience strategies
* Surprise & delight
* Inferacting with custfomers
0 Suggestions & complaints
0 Policy enforcement
o Difficult situations

49 50

« Why it is imporfant®
+ Professionalism
» Customer experience strategies
* Surprise & delight
* Inferacting with customers
0 Suggestions & complaints
o Policy enforcement
o Difficult situations

Role play will be the deciding factor for success!

51 52

+ Basic information
e Tour

 Safety

» Equipment

* Technology

RIOURMINNY | Cross- L
. Training

53 54
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Cross-training

Product knowledge is essential to delivering an amazing experience. Employees are empowered
by knowledge and members are given firsthand information without escalation.

Employee cross training, which is SMALL e
olsg sglmeﬁmes reFerreS to as - SO ROl TRASIgING
cross-skilling, focuses on helping
workers build skills that will
enable them to efficiently manage
multiple responsibilities that
extend beyond their current roles.

TRAINING

55 56

+ Clarity about role

* Expectations

* Unwritten rules

* Performance reviews

Job Specific

57 58

Group X Performance Review

,_
B

Key Activites for Upholding Core Values

Bt st et

Dot Otvers ort

+ Plan and execute classes that are safe, effective, fun, and
S Py Uk s Championsip Team ober

motivating for members.

59 60

10
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List an Action Item Varied

Methods

01 Tactics

Articles « Podcasts
* Books « PowerPoint

e Videos  Shadowing success
* RolePlay « Games

Measures

02 Tools

o Trello « Teams
* Asana e Bamboo HR  ©.7.7.
+ Google + Other Software -7-"-"

63 64

Metrics
Quiz

65 66

11
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Metrics
Quiz
Ask

www.tegfirm.com

67

68

Metrics

Onboarding Survey

www.tegfirm.com

Onboarding Survey

69

70

Metrics
Quiz
Ask

Onboarding Survey

eNPS

www.tegfirm.com

71

72

12
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Keys to Onboarding

List an Action Item
O

Clear Warm Defined Varied Success
Goals Welcome  Categories Methods ~ Measures

74

76
Thanks for
Attending!
Let's keep in touch!

2:1:2;25311 0§
) Scan Me!
77 78

13



