
CX Moment – November 2015 

Centennial values customer service and is focused to be the most proactive government with the best 
customer experience. Therefore each month you will receive a Customer Experience (CX) Moment with 
ideas, suggestions and tips to help get you thinking about how to deliver a great customer experience. 

 

First Impressions 

Nearly everyone has experienced lengthy wait times; confusing and overlapping customer call numbers; 
and often lackadaisical attitudes that often accompany customer service at the DMV. This tends to leave 
people with the impression that dealing with anyone at the DMV is confusing, difficult, and at times they 
have bad attitudes. 

First impressions are a big deal. 

Imagine someone comes to a City building to meet with you. How long do you think you have to impress 
the person on the other side of the desk or table? Until the end of the conversation, or right after you 
greet them? What if this person developed their first impression before your meeting began? 

Click here to see 7 judgements people make about someone within seconds of meeting them. 

Clearly, initial conditions can have a profound impact on eventual outcomes. 

What this means for Centennial 

How can we apply this to Centennial? 

When inviting someone to meet with us at the City building, we can foster improved first impressions 
through the following simple steps: 

• Send visitors a meeting invitation in Outlook with your contact number, so they have an easy 
way to reference the appointment details and reach you if they are running late or something 
comes up at the last minute. 

• Include both the address and a link to an online map to assist them in locating our building. 
• Also, remember to plan in advance for the little internal details that will make the meeting go 

more smoothly: 
o Reserve meeting spaces (checking the calendar for meeting room conflicts) 
o Order food for a lunch meeting 
o Request support from Facilities or IT 

Help first time guests understand what to expect by sending the following message: 

 [Insert Name]: 

I would like to pre-welcome you to your meeting on [Insert Date] at [Insert Time]. 

The meeting will take place in the [Insert Room Name] at the Centennial Civic Center located at 13133 E. 
Arapahoe Road. Here is a link to an online map. 

http://www.businessinsider.com/science-first-impressions-networking-meeting-2015-7
https://www.google.com/maps/place/13133+E+Arapahoe+Rd,+Centennial,+CO+80112/@39.5957489,-104.8381228,17z/data=!3m1!4b1!4m2!3m1!1s0x876c8f52da9896a5:0x20068335f6d07b8f
https://www.google.com/maps/place/13133+E+Arapahoe+Rd,+Centennial,+CO+80112/@39.5957489,-104.8381228,17z/data=!3m1!4b1!4m2!3m1!1s0x876c8f52da9896a5:0x20068335f6d07b8f


Upon arrival please check-in with the security guard, Eddy, at the desk in the lobby. He will help you 
sign-in and provide you with a visitors pass.  

If you arrive a little early, or need to catch up on emails while you are here, feel free to use the public 
Wi-Fi titled ‘Centennial Guest.’ 

Please contact me if you have any questions before you arrive. 

[Insert Your Name/Signature Block] 

 

A copy of this email message is attached. Please save a copy and reuse this message the next time you 
invite a new guest to a meeting. 

Thanks for everything you do to make service at Centennial great for our customers! Keep up the good 
work! 

  



 


