
Identifying and following-up with 
First-Time Guests and how to 
build effective teams that serve them.

GUEST EXPERIENCEStrategyStrategy



What are ways we identify First Time Guests? 
What is our follow-up process?

Identifying and following-up with
First Time Guests and how to build
effective teams that serve them.

GUEST EXPERIENCE

PROCESSES
How We Identify First Time Guests & Our Follow-up Process

Plan Your Visit
Connection Cards
Guest Team & Kids Check-In Team
Welcome Bags
Follow-Up

BUILDING EFFECTIVE GUEST EXPERIENCE TEAMS
How we build effective teams that serve First Time Guests well

Recruiting & Onboarding Volunteers
5 Steps: Identify, Recruit, Place, First Serve, Onboarding

Recruiting & Empowering Team Leads
3 Steps: Observe, Cast Vision, Empower
Empower

Care
Celebrate
Communicate
Clarify
Coach
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FAQs

TY SPINELLA & KIM WARREN

“Navy Seals”

Best connectors
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QUESTIONS22 What are ways we
identify First-Time
Guests?

What is our follow-up
process?

The

I always get:



FIRST-TIME GUESTS
IdentifyingIdentifying

Connect CardPlan Your Visit Kids Check-In



FIRST-TIME GUESTSIdentifyingIdentifying

PLAN YOURVisitVisit Process



“We think people are letting us know
they are coming, but a lot of times
they are looking for more information
to answer questions to ease anxiety
prior to arrival.”



What happens when someone
plans their visit?

Simple
Welcome &
Action Item

They get a text!



Flash Your Lights

Directed to Special Parking



Volunteers are on the patio/out
front looking for people parking
in these spots to engage with
them as they walk up.

GUEST TEAM



Fast and easy
check-in / Pre-check

Special
designated area

Welcome bag and
check-in tags

Special
designated area

High-level
volunteers

Welcome bag

GUEST TEAM
Kids Check-In Guest Suite

HandoffsHandoffs



WELCOME
BAG Kids Check-In

Stickers&&



"Opportunity to super serve the people who have let us
know they are coming!”



FIRST-TIME GUESTSIdentifyingIdentifying

CONNECTCardCard
“It’s the currency of connection.”

“See these as gold.”



FOLLOW UPProcessProcess
First-Time Guest

Who gets a follow-up?
A) People who filled out connect card

B) Plan Your Visit

C) First time Kids Check-in Families



Email from Campus Pastor
Relational, thanks for coming, invite
back, come say hello, invitation to
first step Discovery 101.

Mailer: Hand-Written Note from
Campus Pastor

Goes out next day, hits their mailbox
mid/late week
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NEXTDayDay



First time guest text
40-50% Response Rate

DAY
3

Creates Valuable Engagement

Opportunity to Super Serve

Ministry Moments
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BUILDINGEffectiveEffective Guest Experience
Teams

1 2Recruiting &
Onboarding Volunteers

Recruiting & Coaching
Team Leads



Volunteers
&RECRUITING

ONBOARDINGVolunteers
&

4 5First
Serve

Onboarding
Process

1 2 3Identify Recruit Place



“Navy Seals”
“Best of the Best Connector

Volunteers”
“High EQ”

“See the One”
“Authentic and Engaging”
“Veteran Milestone Family”

GUEST TEAM?
is theWhoWho



RECRUITING
EMPOWERINGTeam LeadsTeam Leads

&&

1 2 3Observe Cast Vision Empower



CONTACT US
connections@leadtowin.com


