
At Gem Services, we help you  
POLISH YOUR PEOPLE WITH
•	 STRATEGY to guide them.
•	 PROCEDURES to empower them.
•	 TRAINING to inspire them.

Because building  
A GUEST-CENTERED CULTURE
•	 Boosts guest loyalty.
•	 Drives internal productivity.
•	 Increases guest revenue.
•	 Delivers your brand promise.

Connie McCaw, President 
PO Box 254, Cochranville, PA 19330 

484-459-4258 
conniem@peoplearegems.com

www.peoplearegems.com

Connie McCaw is a 
consummate guest 

experience professional.  
She knows how to 

develop a guest 
experience strategy 
that achieves buy-in 

at all levels within the 
organization that results 

in the greatest impact an 
organization 

can achieve… 
a high-functioning 

culture of hospitality.”

—Paul B. Redman, President 
and Chief Executive Officer, 
Longwood Gardens

“

YOUR GUESTS expect a great experience,
an encounter that embodies your brand.

YOUR PEOPLE are gems,
your organization’s Guest Experience Makers.

WHEN YOUR PEOPLE SHINE, 
they’ll connect with your guests, every time.



What our clients  
ARE SAYING

Connie developed an interactive, 
thoughtful program on customer 
engagement for our farmers 
and retail farm market owners. 
She went above and beyond 
by	filming	actual	customer	
interactions and capturing the 
farm stories that best allow 
customers to relate to the people 
to grow or craft their food. Connie 
was great to work with, easy to 
connect with, and we would 
highly recommend her to other 
organizations or businesses who 
could think more critically about 
the needs of and desire to build 
relationships with their customers.”  

—Jodi Gauker, Agriculture Program 
Consultant, Chester County 
Economic Development Council 

Hagley	Museum	benefitted	from	
Connie’s years of experience 
in	the	guest	services	field.	She	
understands how important 
interactions between visitors and 
staff can be and how they impact 
someone’s experience. She is 
personable and accommodating, 
going the extra mile whenever 
possible.” —Jeff Durst, Education 
Program Manager, Hagely 
Museum

It was a pleasure to work with 
Connie McCaw and Gem 
Services. As we embark on a 
time of extensive change and 
growth, she collaborated with us 
to create a staff retreat/training 
focusing on the guest experience. 
It was a great experience with 
full participation by the team. 
We came away with a list of next 
steps and have already begun 
working on them to maintain the 
momentum created.” —Michelle 
Provaznik, Director, The Gardens 
on Spring Creek

President 
Connie McCaw
has facilitated guest 
service programs 
and processes 
for more than 40 
organizations and 
over 1200 front-line 
staff, volunteers, 
and professionals 
—from CEOs to 
customer service 
supervisors. Her 
range of experience 
gives her exceptional 
insight into the 
guest experience 
needs of today’s 
cultural institutions, 
nonprofits, and 
businesses.

Your people are gems. 
Apply us to polish.
For more information, contact us at 484-459-4258 
or conniem@peoplearegems.com.

Customized  
guest experience 
programs
Whether we’re 
incorporating your 
organization’s own  
real-life guest scenarios  
into a workshop, developing 
a train-the-trainer program to 
get ready for your opening 
day, or coaching your 
executive team through the 
process of creating a guest 
experience strategy, you can 
count on us to deliver insight 
into your unique culture, 
brand, and situation.

Drawing on Gem Services’ 
own Guest Experience 
Model and years of 
experience	in	the	field,	we	
specialize in helping you 
develop a guest-centered 
culture grounded in service 
excellence. 

We offer
ENGAGING, INTERACTIVE 
CUSTOMIZED WORKSHOPS 
for every level of your 
organization, from the front 
line to your executive team, 
delivered on site

GUEST EXPERIENCE 
STRATEGY DEVELOPMENT

EXECUTIVE COACHING

CONSULTING
on site or remote

SPECIALIZED MODULES 
addressing	specific	
demographics, cultural 
backgrounds, and other 
considerations 
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