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The Science Museum’s “INSPIRING SERVICE” Guest Experience Programme was rolled out 
in December of 2018 after an extensive leader and team member focus group process to 
develop the programme.  The programme was designed and delivered by the MoonShot 
Team. 

For this programme, the Science Museum Leadership Team was taken through a facilitated 
process to set out the foundation of the programme using already established values of: 
THINK BIG - REVEAL WONDER - SHARE AUTHENTIC STORIES - IGNITE CURIOSITY - BE 
OPEN FOR ALL.  Phase 1 began with six, three 
hour workshops with team member and leader 
facilitated discussions in September of 2018.  
After developing the programme, we conducted 
a “RED TEAM” event with small groups of team 
members and leaders so we could gain 
feedback on the now established programme 
and make necessary final programme changes.  
Phase two was to rollout the programme to the 
entire Science Museum team over fourteen, 
three hour sessions over 7 days rollout period.  These sessions had a mix of leaders and 
team members in attendance with an average of 35 attendees per session.  Phase three 
included the handover of a "train the trainer” programme to the newly appointed training 
manager. 

P H A S E  1  -  T E A M  M E M B E R  &  L E A D E R  W O R K S H O P S  



P H A S E  2  -  T E A M  M E M B E R  &  L E A D E R  P R O G R A M M E  
R O L L O U T  

PROGRAMME FRAMEWORK 

History and Legacy 

The core of a highly effective staff training programme is creating an emotional connection 
to the place in which the team member is caretaker or ambassador of that legacy. 



Common Purpose or “Service Core” 

The Common Purpose to “INSPIRE FUTURES” was already established and was the 
keystone of the programme. 

Our Culture Elements: Our Values 

With already established values, team members and leaders feedback during phase 1 
workshops was analysed to define each value in the context of the visitor experience.  



Our Five Steps 

For this programme, we wanted to create a repeatable process for every visitor interaction.  
We established that this wouldn’t always occur with every visitor but it was the goal to be 
consistent in our interactions.  We called these our “FIVE STEPS.”   

Select this LINK to check out the training video produced by the MoonShot Team. 

Our Visitor Commitment 

Team members were given 
defined standards to 
enhance the visitor 
experience.  These were 
called our “visitor 
commitment” and 
consisted of 8 action or 
behaviour driven 
statements focused on 
delivering a consistent 
visitor experience. 

https://youtu.be/OTqmuLpAWrw


Our Colleague Commitment 

Team members were also 
given defined standards to 
enhance the colleague 
experience.  These were 
called our “colleague 
commitment” and consisted 
of 8 action or behaviour 
driven statements focused 
on delivering a consistent 
work environment for all 
colleagues. 

P H A S E  3  -  T R A I N  T H E  T R A I N E R  P R O G R A M M E  
H A N D OV E R  

As well as facilitating workshops and developing and delivering the programme, our final 
deliverable was to develop a "train the trainer” facilitator guide and learning plan for the 
incoming training manager. 

These training resources included the “INSPIRING SERVICE” facilitator guide, master 
PowerPoint, learning plan and attendee workbook. 

 



www.mshot.co


	THE “INSPIRING SERVICE”PROGRAMME
	2018-2019
	PHASE 1 - Team member & leader workshops
	Phase 2 - team member & Leader Programme rollout
	Phase 3 - train the trainer Programme handover


