
We are going 

to make you smile…... 

Customer Service Educational Initiative 

for Individuals, Businesses 
and Organizations in Yates County. 

Wayne Finger Lakes BOCES  

instructors Dr. John Boronkay 

and Melissa Stuart conduct the 

training and certification classes.

The classes are fun and 

interactive. 

For more information, please 

contact Mary Ann Lewandowski, 
The You're Welcome! Program 
Coordinator at 860-575-8076 or the
Yates County Workforce Office at
315-536-5140.

No matter the service 
industry or business, 

ALL of us need to know 
how to handle "customers" 
both internal and external.  
An awareness  of how our 

feelings and emotions 
interplay with our human 
relationships, and a sound 
understanding of the 7 key 
elements to Great customer 
service will go a long way to 

providing Yates County 
with exceptional employees!



The “You’re Welcome” program 
is a  customer service educational initiative 
for  individuals, businesses and 

organizations in Yates County. The trainings 

are held at various community agencies.  
This educational initiative is provided 

by Wayne Finger Lakes BOCES, 
Postsecondary Adult & Continuing 
Education (P.A.C.E).  The program is offered 
through a collaboration between the 

following partners; FLEDC, YCRR, Keuka 

Housing Council, Yates  County Chamber of 

Commerce, Finger  Lakes Tourism Alliance, 

Yates County Work Force Development and 

Wayne Finger Lakes BOCES.  Funding is 
provided by a grant from the William G. 
McGowan Charitable Fund, Inc. Eventually, 

YCRR will provide the necessary training 

space which will include the twenty foot food 

trailer, a commissary, a food prep and food 

service area, office space and training space. 

The training space 

will include a front 

desk, a cash register, 

tables and chairs and 

other equipment 

needed to provide 

comprehensive  

training in the  

hospitality and  

service industries.  

Tourism is Yates County’s 

number one industry. There are many 

established  businesses including wineries, 

breweries, restaurants, retail 

stores and hotels 

seeking employees 

with hospitality and 

food service 

training.  

Unfortunately,  very 

little formal  

training currently 

exists in this area 

and businesses are forced to hire  

employees with no training. The lack of  

hospitality training can negatively impact 

the bottom line for local businesses and put 

them at a disadvantage as they compete for 

the tourist’s vacation choices. The demand is 

going to increase exponentially in the near 

future with the many new businesses coming 

to the region. There are two hotels  in Penn 

Yan, one under construction and one just 
opened, as well as new  restaurants, 
wineries and breweries. 

With the “You’re Welcome” initiative 

offering  increased hospitality training and  

certificates for all those looking to work in 

the industry, Yates County has an 

opportunity to become the number one  

destination in the Finger Lakes. 

The training, called “Intelligent 
Service”,  offered by the “You’re  Welcome” 
program takes place in Penn Yan, NY. Two 
options are available:  
OPTION ONE:  A two-day Guest Service 
Gold (GSG) certified training combined with 
Emotional Intelligence training which  has 
been well documented throughout the  
Finger Lakes as a job skill necessary for  
success.    The curriculum for the GSG 
training is provided by the American Hotel 

& Lodging Educational Institute with a 30 
question test given on day two.  The seven 
units in GSG instruction will prepare 
students on how to meet, greet and interact 
with customers and all forms of business 
both public and private. Successful 
completion of the test earns the participant 
the GSG nationally recognized credential. 
OPTION TWO:  A one-day overview of the 
GSG and Emotional IQ training.  This 
format is designed to give participants 
(especially business leaders/owners) an idea 
of what the full 2 day training has to offer.




