
HOW TO CREATE THE ULTIMATE 
FACILITY EXPERIENCE



Have you ever walked into a business facility and experienced something negative? Did 
it prevent you from returning to that company? According to a study, 58 percent of 
customers will never use a company again after a negative experience.1 That’s why many 
facilities are taking into consideration just how much unsatisfied customers can impact 
their business. Delivering a great customer experience is a competitive advantage unlike 
any other. It can drive sales, increase new business, create positive customer reviews 
and much more. Since we know how important customer satisfaction is, we decided to 
compile a checklist that will help you create the ultimate facility experience. See below 
how simple things like attention to customers, commercial mats and facility maintenance 
can keep customers returning time after time.

INTRODUCTION

THE ULTIMATE FACILITY 
EXPERIENCE CHECKLIST

Keep the satisfaction of both customers and 
employees in mind.
Ensure your facility is clean and properly 
maintained.
Create a safe place where customers feel 
welcomed.
Make strides to be environmentally 
friendly.
Remain consistent: 
A well-managed facility = happy customers.

1 https://www.getfeedback.com/blog/40-stats-churn-customer-satisfaction/



You can determine a lot about a facility just by interacting with the employees who work 
there. If the employees are happy and eager to help, customers will gravitate to them 
and have a better experience overall. Negative employees who appear uninterested and 
unavailable could deter customers from getting the best experience possible. That’s why, 
satisfaction of both employees and customers are crucial to your businesses success. Here 
are some ways your employees can help create a positive experience.2

2 https://www.callcentrehelper.com/24-quick-fire-tips-to-improve-customer-satisfaction-38154.htm

EMPLOYEE OPINION 
CAN AFFECT CUSTOMER 

SATISFACTION

Never say no to a customer: Even if your employees aren’t sure of the answer, encourage 
them to seek help. Referring the customer to an employee who is more knowledgeable is 
an easy way to solve a problem.

Make sure to smile: A smile can go a long way, especially when it comes to customer 
satisfaction. Smiling allows an employee to be positive, thus making them more approachable 
as well.

Always put the customer first: Even if customers aren’t seeking help, ask if they need any. 
Let them know that you are there to assist them whether it may be big or small. Being 
attentive and looking out for customer needs will not go unnoticed.



Listen intently: If a customer is speaking to an employee, it’s important to actively listen. 
Not making eye contact and zoning out during the conversation will most likely not sit 
well. If an employee is truly uninterested, it won’t be hard to notice. Little things like this 
can end up preventing customers to return.

Set high standards that everyone follows: There’s nothing worse than a team of employees 
that don’t function as a cohesive group. It’s important for everyone to take on the same 
mindset and attitude because one bad apple could potentially ruin the bunch.

EMPLOYEE OPINION 
CAN AFFECT CUSTOMER 

SATISFACTION



Facility managers should have certain expectations when it comes to how their building is 
kept and maintained. This includes ensuring your facility is clean at all times, presentable, 
and in tip top shape. Not focusing on these areas could be detrimental to your business 
and its success. A whopping 95 percent of customers say exterior appearances influence 
where they want to shop.3 What facility managers need to keep in mind is that first 
impressions are made before walking into a building. These first impressions are then only 
validated or changed when they walk into the entryway. That’s why it’s so important to 
keep your entrances and exteriors clean.

An easy way to ensure your 
building is always creating a positive 
impression is by maintaining your 
entryways. Since most buildings 
don’t have a maintenance manager 
standing guard at all hours of the 
day, a commercial mat is an easy 
alternative. Commercial mats are 
ideal for areas that experience a 
high amount of foot traffic. That’s 
because an estimated 80 percent of 
soil brought into a facility is carried in 
through the bottom of shoes.4 

Commercial mats work by trapping dirt dust and debris so it’s not transferred onto 
facility floors. A high-quality mat will dig into the crevices of shoes to ensure moisture 
and unwanted materials will stay on the mat and not your floors. When customers enter a 
clean building, they will know it’s being properly cared for. When customers know you’re 
thinking of their wellbeing, it will translate into their entire facility experience.

3 https://www.statesystemsinc.com/blog/impact-of-cleanliness-of-building-on-customers 
4 https://rugratsva.com/reduce-costs-with-a-customized-door-mat

YOUR FACILITY MUST 
BE MAINTAINED



Part of enjoying and feeling 
comfortable in a facility is also feeling 
safe and cared for. Many facilities 
around the United States are forced to 
face inclement weather at some point 
throughout the year. Depending on 
the location, you may have to deal with 
rain, snow, ice, hail or other potentially 
dangerous conditions. Since the 
weather is sometimes unpredictable, 
it’s important to always be prepared. If 
your facility doesn’t take the proper precautions to ensure customer safety, you could be 
risking a slip and fall accident or even a lawsuit headed your way. With potential trouble 
like this looming in the air, it’s better to be prepared.

Did you know that every year in the United States, the resulting costs of slip and fall 
accidents are estimated at 13-14 million dollars?5 Since an accident like this can easily 
become a common occurrence, you need to fight back against the many hazards that 
can cause them. When many of us think of a slip and fall accident, we immediately think 
of wet weather or uncleaned spills. Though this is a main factor, there are many other 
hazards that can lead to a slip and fall. Some of these dangers include poor illumination, 
uneven walking surfaces, elevated walkways and more. When customers walk into your 
facility they should feel secure and stable on their feet. If there are not commercial mats 
in place where hazards exist, you may not be able to achieve this.

For many facilities, commercial mats have become the first line of defense when it comes 
to preventing a slip and fall accident. This is because commercial mats are designed to 
trap water so slippery surfaces never become an issue. A high-quality mat is also secured 
to the floor with 100 percent nitrile rubber backing that won’t wrinkle or ripple after 
long term use. This means customers won’t have to worry about tripping on flat surfaces 
as they walk through facility entryways or areas with heavy foot traffic. Mats can also 
provide extra gripping for shoes after a customer walks through wet weather conditions 
outside. As an added bonus, mats will protect your floors from wear and tear and help 
combat uneven walking surfaces. With commercial mats placed properly around your 
facility, customers will be safe and their facility experiences will be enhanced.

MAKE SURE 
CUSTOMERS ARE SAFE

5 http://www.injuryclaimcoach.com/avoid-business-liability.html



Since many of us are becoming 
more aware of the Earth and 
the many hazards that harm it, 
being eco-friendly is something 
customers now keep in mind. 
Though it may not deter them 
from entering your facility, it can 
cause you to gain like-minded 
consumers who appreciate and 
notice the steps you’re taking 
have a greener building. We know 
that facilities are expected to have 
a clean interior and exterior, but 
they are also expected to have 
clean air as well. Though clean air is something many of us take for granted, it’s still 
possible to improve your building’s indoor air quality. If you want to create a well-rounded 
experience for customers and employees, take steps to go green with commercial mats.

KEEP THE 
ENVIRONMENT IN MIND

THE ECO-FRIENDLY BENEFITS OF COMMERCIAL MATS

IMPROVE INDOOR AIR QUALITY
IMPROVING THE INDOOR AIR QUALITY IN YOUR FACILITY 

CAN HAVE MANY DIFFERENT BENEFITS. POOR AIR QUALITY 

COULD CAUSE CUSTOMERS OR EMPLOYEES TO EXPERIENCE 

BREATHING ISSUES, HEADACHES, ALLERGIES OR MORE. WHEN 

YOU THINK ABOUT HOW MUCH DIRT, DUST AND DEBRIS IS 

BEING BROUGHT INTO YOUR BUILDING FROM THE OUTSIDE, 

IT’S EASY TO SEE HOW AIR QUALITY CAN BEIMPROVED. TO 

STOP THE SPREAD OF DEBRIS THROUGHOUT YOUR FACILITY, 

STOP IT AT THE SOURCE. PLACE COMMERCIAL MATS IN 

ENTRYWAYS SO THEY CAN TRAP THE CONTAMINANTS FROM 

THE START. SINCE MATS ARE EASILY LAUNDERED, YOU CAN GET 

RID OF THE DUST AND OTHER CONTAMINANTS FOR GOOD.



THE ECO-FRIENDLY BENEFITS OF COMMERCIAL MATS

THE ECO-FRIENDLY BENEFITS OF COMMERCIAL MATS

EARNING YOUR FACILITY LEED (LEADERSHIP IN ENERGY & 

ENVIRONMENTAL DESIGN) CREDITS CAN HELP SET YOUR 

BUSINESS APART FROM THE REST. NOT ONLY WILL 

LEED CREDITS MEAN YOU HAVE A CLEANER AND 

GREENER FACILITY, THEY WILL ALSO SHOW YOUR 

DETERMINATION TO BENEFIT THE ENVIRONMENT. 

YOU CAN EARN LEED CREDITS THROUGH 

COMMERCIAL MATS BECAUSE THEY ARE RECOGNIZED 

AS UTILIZING ENTRANCE SYSTEMS. THE STANDARD 

RECOMMENDATION TO ACHIEVE THIS IS FOR THE 

MATS TO BE PLACED AT LEAST 10-12 FEET AT THE 

ENTRANCE OF THE FACILITY.

EARN YOUR FACILITY LEED CREDITS

AFTER A FLOOR EXPERIENCES A LOT OF FOOT TRAFFIC, SIGNS 

OF WEAR AND TEAR CAN START TO BECOME EVIDENT. 

WITHOUT MATTING IN PLACE, CONSISTENTLY CLEANING 

FLOORS CAN BECOME A TASKING JOB TO KEEP UP WITH. 

COMMERCIAL MATS REDUCE MAINTENANCE COSTS AND 

KEEP YOUR FLOORS PROTECTED. WHEN THE MATS ARE 

TRAPPING ALL THE DIRT, YOU WILL SPEND LESS TIME AND 

MONEY ON CLEANING SUPPLIES AND LABOR. WHEN HARSH 

CHEMICALS ARE NOT BEING UTILIZED, FUMES ARE NOT 

BEING RELEASED INTO THE AIR AND EFFECTING THE AIR 

QUALITY. THIS CAN BE SEEN AS A WIN FOR NOT ONLY YOUR 

FACILITY, BUT YOUR CUSTOMERS AND THE EARTH AS WELL.

CUT DOWN ON CLEANING CHEMICALS



CONSISTENCY IS KEY

Have you ever heard of the saying “if it ain’t broke don’t fix it?” This can be applied 
when it comes to managing a facility as well. Customers appreciate consistency so if 
you’re able to do that, they won’t find a reason not to return. Remaining consistent means 
keeping up with facility demands at all times. It means staying on top of maintenance and 
being prepared for any safety hazards that may arise. One thing that will always remain 
consistent in doing its duties is commercial mats. Commercial mats are reliable even 
when other parts of your maintenance plan are not. They will stay in place and continue 
to trap dirt, dust and debris for as long as you have customers entering through your 
doors. When customers are able to walk into your facility and have a great, safe, clean 
experience time after time, success and longevity is inevitable.



CONCLUSION

If you own or operate a facility where customers are welcomed, it’s important that they 
want to return. Part of a company’s success comes from creating a customer base that 
continuously experiences a positive outcome every time they enter and exit your facility. 
To create the ultimate facility experience, there are a few things to keep in mind. The 
key tosuccess starts with ensuring that employees are positive and translating that to 
your customers. From there, it’s crucial to be on top of facility maintenance, safety and 
making strides to better the environment. An easy way to achieve all of these factors is 
by being consistent and investing in a commercial mat program. Commercial mats can 
act as silent maintenance mangers, safety managers and can even make your facility eco-
friendly. Once you achieve these goals, your building will allow customers to have the 
ultimate facility experience that will keep them coming back for more.
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