
 

  

2019 

Messiah Lutheran Church     

Fort Wayne, IN 

Prepared by Faith Perceptions 

6/25/2019 

Hospitality/First Impressions Report 



1 

 

Table of Contents 
 

About Faith Perceptions .................................................................................................. 2 

About Messiah Lutheran Church ..................................................................................... 2 

Project Overview ............................................................................................................. 2 

Mystery Guest Numerical Ratings ................................................................................... 5 

Executive Summary and Recommendations ................................................................... 8 

Before the Service ......................................................................................................... 10 

Signage ...................................................................................................................... 10 

Parking Ministry ......................................................................................................... 11 

Greeters & Ushers ..................................................................................................... 11 

Pre-Service Atmosphere ............................................................................................ 13 

During the Service ......................................................................................................... 14 

Greeting & Announcements ....................................................................................... 14 

Music/Worship ........................................................................................................... 15 

Message/Speaker ...................................................................................................... 18 

After the Service ............................................................................................................ 19 

Post-Service Atmosphere .......................................................................................... 19 

Information and Follow up: ......................................................................................... 20 

Additional Opportunities ................................................................................................ 20 

Children and Youth Ministries .................................................................................... 20 

Community Awareness .............................................................................................. 31 

Outreach .................................................................................................................... 32 

Friendliness ................................................................................................................ 33 

Welcoming Spaces and Aesthetics ............................................................................ 34 

Ensuring Excellence ...................................................................................................... 39 

Creating a Strong Foundation for Hospitality ............................................................. 39 

Beyond the First Visit ................................................................................................. 41 

Follow-up Study ......................................................................................................... 41 

Summary.................................................................................................................... 42 

Conclusion .................................................................................................................... 42 

 

 



2 

 

About Faith Perceptions  

Faith Perceptions is a consulting firm helping churches and faith-based organizations 
welcome and connect with the very people they are trying to reach. Since 2008, Faith 
Perceptions has been gathering feedback from first-time guests through the Mystery 
Guest Program. Our research has focused on gathering the perspectives of the 
unchurched and we have sent over 10,000 first-time guests into worship services at 
churches of every size.  
 
In addition to the Mystery Guest Program, we also help churches get ready for guests 
by developing a welcoming process from the front door to follow-up, hospitality training, 
and community and congregational surveys to aid them in building more effective 
ministries for outreach. 
 

About Messiah Lutheran Church  

Messiah Lutheran Church is an established church in the Fort Wayne area with a well-
known preschool. Pastor Tim is the lead pastor who had served the church for many 
years along with his wife, a dedicated staff, and ministry partners. The church has 
provided a place of worship, discipleship for all ages, and ministry to the area and 
beyond for many years. The following services are offered each weekend: 
 
Sunday 
 

 9:00 a.m. (Traditional) 
 11:00 a.m. (Contemporary) 

 
The church is currently averaging around 300 in worship across both services every 
weekend and they are blessed to see about six first-time guests each month. In addition 
to weekend worship, the church also offers ministry for children during the weekend 
services and faith formation opportunities are offered throughout the week. 

Project Overview 
Cory Dold, Executive Administrator, shared that the church is looking for guidance with 
improving/developing their welcoming process and hospitality program. Messiah 
Lutheran Church sees a lot of visitors but does not have a good plan for hospitality and 
follow-up. Faith Perceptions was hired to help the leaders at Messiah Lutheran evaluate 
their strengths and opportunities related to the way they welcome and connect with their 
guests – new and returning – and determine what (if anything) they could do to improve 
the welcoming process and communication at the church.  
 
Faith Perceptions provided the following services: 
 

 Hospitality Consultation: Melanie Smollen visited the church from March 29th – 
31st. While there, she met with church leaders, provided hospitality training, 
toured the campus, attended services, and performed an in-depth study of the 
guest experience to assist the church in developing a well-structured plan to 
welcome and connect with their guests in the future. 
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 Hospitality Training: On Saturday, March 30th Melanie Smollen conducted a full 
day of training to help hospitality leaders gain a better understanding of what 
guests currently experience when they come to Messiah. She also provided 
methods and resources to create a more welcoming experience for guests. 

 
 Mystery Guest Report: During the period of December 2, 2018 – May 5, 2019 

Faith Perceptions sent 20 different mystery guests to attend and experience 
worship at the church as a first-time guest. Upon completion of each visit, 
mystery guests submitted their surveys to Faith Perceptions electronically along 
with a bulletin as proof of their attendance. Once the visits were completed, Faith 
Perceptions aggregated the data into a final report resulting in a 198-page 
document detailing their experiences. The findings of this study can be reviewed 
in detail in a separate report called the Mystery Guest Report that has been 
provided to the church.  

 
The Mystery Guest study helped provide insight on the thoughts and opinions of people 
in the church’s mission field – giving an outside perspective from the very people the 
church hopes to reach. The following are highlights of what we learned from the mystery 
guests sent to your church: 

 
 



4 

 

 
Survey Categories 

Faith Perceptions measures 16 different categories encompassing a number of 

questions that are found to be important in a guest’s experience. Each mystery guest 

attended a service (some by themselves and others with their families) and after 

attending, completed an online survey evaluating the following areas: 

1. COMMUNITY AWARENESS: Guests stopped at a local business(s) to ask for directions. 

This gives the church insight into how aware the community is of their existence.  
 

2. SIGNAGE: The effectiveness of the church’s interior and exterior signage.  

3. GREETING UPON ARRIVAL: The welcoming by the official greeters or ushers.   

4. PRE-SERVICE ATMOSPHERE: The environments, resources, hospitality, and how the 
congregation and/or pastor interact with the guest and each other before the service began. 

5. SEATING: The comfort, options, availability, and arrangement of the seating. 

6. MUSIC: The overall worship (music) of the service. 

7. IN-SERVICE GREETING: The welcome by the congregation and/or pastor of the church 
during the service. 

8. MESSAGE: The delivery of the main message. It does not address theology or whether the 
mystery guest agrees or disagrees with the content of the sermon. 

9. SPEAKER: The public speaking skills of the person leading the service including any video, 
props, images, etc. 
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10. POST-SERVICE ATMOSPHERE: The environments, resources, hospitality, and how the 
congregation and/or pastor interact with the guest and each other when the service is 
concluded. 

11. INFORMATION: The information available, clarity, and thoroughness of the church’s 
website, pamphlets, and other printed literature. 

12. FRIENDLINESS: Guest evaluates the friendliness of church based on their experience. 

13. CHILDREN’S/YOUTH: The overall impression of ministry offered for kids at the church. 

14. DIVERSITY AND OUTREACH: Considers the church’s current make-up, how diverse the 
church is with respect to age, socioeconomic status, gender, and various ethnicities that live 
in the area, and how it connects/reaches out to the community. 

15. RETURN: Mystery guests indicate whether they would return (or not return) to the church for 
a second visit based on this initial experience. 

16. OVERALL EXPERIENCE: Mystery guests summarize the experience and may also provide 
suggestions or feedback on anything not covered by other categories. 

 
Mystery Guest Numerical Ratings 

Each mystery guest completed a survey and provided written commentary and 

numerical ratings for each category. This section of the report outlines how mystery 

guests rated each category on a 7-point scale based on their experience with 7 being 

the most favorable. These ratings are shown by service and the average of all the 

services combined.  

Areas of Relative Strength (3 Highest Factors):       

The chart below illustrates the factors that rated highest by mystery guests. In order for 

a factor to be considered an area of relative strength in a church, it must at least be 

rated a 5.50 or above, which is considered to be “good” or “very good” on the Index 

Scale (see legend below).       

Factor Messiah Lutheran Church 

Seating 6.15 

Speaker 6.10 

Message 5.75 
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3 Lowest Rated Factors Opportunities for Improvement (3 Lowest Factors)  

The chart below illustrates the factors that rated lowest by mystery guests. For a factor 

to be considered an area for improvement in a church it must be rated below a 5.50, 

which would be “fair” or below on the Index Scale (see legend below). 

Factor Messiah Lutheran Church 

Community Awareness 4.50 

Post-Service Hospitality 4.75 

Willingness to Return to this 
Church 

4.80 

       
 

Mystery Guest Average Ratings           

Mystery Guests were asked to rate each area of their experience. Below are the 

numerical averages by service along with an average of all services at your church. 

These rating should be used as a benchmark to identify strengths and areas for 

improvement.        

 

   

Messiah Lutheran Church
Total 

Church 09:00 11:00

(n = 20) (n = 11) (n = 9)

Community Awareness 4.50 5.00 3.89

Signage 5.65 5.64 5.67

Pre-Service Hospitality & Atmosphere 5.20 5.27 5.11

Seating 6.15 6.00 6.33

Music 5.65 5.55 5.78

In-Service Greeting 4.82 4.88 4.78

Message 5.75 5.64 5.89

Speaker 6.10 6.09 6.11

Post-Service Hospitality 4.75 5.00 4.44

Information 5.70 6.00 5.33

Friendliness 5.15 5.18 5.11

Children's/Youth Ministries 5.74 5.90 5.56

Outreach 5.72 5.89 5.56

Overall 5.40 5.55 5.22

Willingness to Return to this Church 4.80 4.64 5.00

Willingness to Recommend this Church 5.00 5.27 4.67
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Return 

Mystery Guests were asked if they would return to Messiah Lutheran Church for 

another visit. Here is a breakdown of how many guests would or (would not) return to 

the church: 

 

Primary reasons people would return: 

1. They felt the church was inviting and friendly 
2. The pastor 
3. The message 

 
“The service wasn’t too long, the topic was enjoyable, my daughter liked the 
Sunday school, and everyone was so incredibly warm and welcoming.” 

 
Primary reasons people would not return: 

1. The church was not friendly or welcoming to everyone. 
2. They didn’t care for or would prefer a different style of worship.  
 

“The main reason I would not return to this church is the atmosphere is not 
something I enjoy. The church seemed somewhat outdated and old school, that 
along with not being greeted or necessarily feeling welcomed by anyone…”  
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Executive Summary and Recommendations 
 

After reading the qualitative feedback from the Mystery Guest Report and the on-site 

visit observations, it was clear there have been many considerations given to welcome 

and connect with guests as Messiah. What was noticed though, is that those efforts to 

welcome people did not happen consistently from guest to guest or week to week. For 

the many strengths of the first-time experience at Messiah Lutheran, there were also 

many opportunities to improve the welcoming process for guests. 

 

Strengths of the Church 

 

1. Message and Speaker: Guests really liked the message/sermons and found them to 

be relatable and easy to understand. Multiple people mentioned the message and 

Pastor Tim as a key reason they might consider coming back. This is excellent 

considering 16/20 guests were unchurched. 

 

2. Dedicated Staff and Ministry Partners: During the on-site visit I conducted a 

hospitality training where I was able to interact with several leaders in the church. 

Many of those leaders I met expressed a genuine desire and willingness to do 

whatever they could to welcome people into the Messiah family.  
 

3. Building and Campus: The church building is beautiful and well maintained. The 

church sits on a charming corner piece of property. They have ample spaces for a 

variety of ministries. 
 

4. Location: The church is in an area of Fort Wayne that is well traveled and teeming 

with residential neighborhoods. They are well positioned to reach people.   
 

5. Faith Formation: While there are definitely opportunities to reach more people, 

guests noticed and applauded the church for their dedication in 

providing discipleship for all ages stating  
 

6. Children: Mystery Guests had a favorable impression of the church in its 

commitment to children and youth.  
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Opportunities to Improve  

1. Intentional Hospitality Process: The church does have some good things in place 
to include and welcome guests; however, there are still some opportunities to 
improve especially with connection. There is also a general lack of awareness 
among the congregation that a visitor has come to Messiah. 

2. Connection: There are many amazing ministry opportunities at Messiah and 
ways to grow in your faith, yet guests spoke very little about those opportunities. 
There is also poor follow up with guests when they leave their contact 
information. Helping a guest feel welcome is important in getting them to come 
back again but helping them get plugged into the church will require more 
intentionality. 

3. Signage: This area is rarely sited as a reason a guest would not return to a 
church; however, it is frequently the cause of visitors not being able to fully 
engage in your welcoming process or worship opportunities. Having clear and 
concise signage will influence behavior, allowing you to guide guests to key 
areas. 

4. Outreach: The church is clearly involved in providing support for people in need 
and have developed ministries and partnerships to care for people. There are still 
some additional ways the church can maximize the current outreach efforts and 
explore new opportunities that God is calling them to.  

5. The Worship Experience: Current worship experience is not consistently 
excellent from service to service and from week to week, the media is not timely, 
there were hearing and sound issues, and the congregation is not engaged in 
worship or welcoming to guests.   

 

 
The remainder of this report will further outline the current experience visitors are having 
and our specific recommendations for improving the welcoming process at Messiah. 
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Before the Service 
 
 
Signage  
Based on what we read in the Mystery Guest Report and what we learned during our 

visit, the church requires additional signage to provide clarity in helping guests get 

where they want to go. While many guests found the exterior signage to be helpful, 

opportunities to improve interior signage are beneficial. In most cases, a guest is 

looking for where the service is held, restrooms, children’s ministry, and more 

information about the church. The Mystery Guest Report for Messiah indicated that 

some directional signage was needed to help lead guests to those key areas.  

 
Primary Recommendation for Signage: 

 
1. Interior Signage: Because the church will eventually be undergoing renovations, 

we recommend holding off on investing in any permanent signage that may need 
to change as a result of the renovations. In the interim, consider using more 
mobile signage such as floor banners, and sandwich boards to guide people. 
Throughout this report there are specific recommendations on how to improve 
the signage for Messiah.  
 

2. Outside signage:  

 Add church name signage off of Laymeyer Road  

 Add church entrance signage off of Laymeyer and Elmbrook  

 Add church entrance signage off of Elmbrook  

 Add church entrance signage off of Stellhorn Road   
 

Visitor Parking: This was missed by many people. The height of those signs may 
be difficult to see with a full parking lot. Make them bolder and more prominent so 
they stand out more. Mention them on your website under the “I’m New” page.  
 

3. Other Rooms and Spaces: There are many places at Messiah where additional 
signage would be helpful. Although a guest may not visit every room on their first 
few visits, it is still important to keep signage and information current and 
accurate across your campus.  
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Parking Ministry 
In all our studies where a parking lot ministry was present, it is always ranked highly and 
is seen as very positive by first-time guests, especially when they are met with a friendly 
smile before they ever entered the church. Having greeters at your church doesn’t set 
you apart from other churches or businesses. Most of those places offer some form of 
greeting as you enter. Having a parking ministry WILL set you apart and is a great 
opportunity to create positive first and last impressions.   

 
Primary Recommendation for the Parking Ministry: 
 

1. Getting Started: Some churches struggle to get enough greeters at the doors let 
alone find people to serve in the parking lot. We recognize building this ministry 
will take some time and recommend you begin with trying it out at your busier 
services such as Christmas Eve, Easter, and Mother’s Day. As you build more 
ministry partners for this team, add them to your busiest service on Sundays.  
 

2. Building Momentum: When you have higher attended services due to a holiday 
or special events, this ministry can help manage any traffic issues should they 
arise. As your church grows, you will be glad that you already have this ministry 
up and running.  
 

3. Providing Security: This ministry can also help provide security in your parking 
lots. You might consider even employing off duty officers to serve in this area.  

 

 
Greeters & Ushers 
The greeting team is exceedingly important in welcoming guests given that they are 
generally the first faces a guest will see. With two services happening on Sunday and 
some entrances without greeters, it can be quite challenging to greet each guest and 
make them feel welcome. Despite that challenge, there were still many guests who 
mentioned being greeted by someone and made to feel welcome.  
 
“The person that greeted me upon first entering the building in the narthex 
seemed genuinely warm and welcoming. Also, the other attendees in the 
sanctuary were friendly as well.” 

While, some guests had positive experiences with greeters and ushers, but it wasn’t 
consistent from service to service: 
 
“I was handed a bulletin, but nothing was said to me. No one interacted with me 
before the service.” 
 
“I did not feel welcome or unwelcome as I entered the church. I felt that the 
greeting was obligatory and not genuine.”  
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“There were two men at the door handing out the church service bulletin, but they 
did not say anything to me.”  
 
During the on-site visit, I parked in visitor parking and attended both services and found 

that Entrance 2, which is nearest to the visitor parking on that side of the building, did 

not have any greeters. The same is true for Entrance 9 which also has visitor parking. 

The only entrance to have greeters consistently was Entrance 1. When entering through 

that door the greeters were holding the door open for people and welcoming them.   

 

Primary Recommendations for the Greeting & Usher Team:  

1. The Greeting Team greets and acknowledges each guest as they enter the 
building. They open doors, smile, shake hands, and direct them to the service. 
We recommend having greeters to entrance #2, #9, and #1 for all services. 
Having greeters at each entrance will ensure that anyone who walks into the 
church is welcomed immediately, guided to the sanctuary, made to feel 
welcomed as they enter a time of worship.  

2. The Usher Team helps to prepare the sanctuary for worship. They make sure 
each pew has pens (not pencils), hymnals, bibles, tithe envelopes, connect 
cards, tissues, etc. This team resets the sanctuary between each service, so 
each service feels clean and fresh. Ushers should also be stationed at the 
Sanctuary doors to hand out bulletins, helps attendees locate seating, collect the 
offering, and aid in other areas of the service when needed. We recommend 
having ushers at each entrance to the sanctuary. This will allow guests to be 
greeted a second time, receive a bulletin, and if they have questions or need help 
finding a seat or a hearing device then someone will be present to help them.   

3. Training: We recommend routine Greeter and Usher training. This will ensure a 
more unified approach, equip those teams in understanding their role and 
expectations and know how to make guests feel more welcome. Each person 
serving on those teams should be aware of what is offered during the services for 
families and be able to direct guests to next steps and resources such as the 
‘Welcome Center’ for more information.  
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Pre-Service Atmosphere  
The pre-service atmosphere at each service was relatively simple in that most of the 
people who regularly attend came into the church and either went into the sanctuary or 
lingered in the narthex area. Guests felt most welcome when they were greeted upon 
entering the church and when they had a chance to interact with someone from the 
congregation; however, the welcoming was very sporadic and didn’t occur consistently:  
 
“Everyone was very nice. I was told about things that happen, they got me a 
bulletin, and even sat with me. I was told if I came earlier next time, they had 
doughnuts and coffee.” 
 
“I don't have much to say positively. I wasn't greeted by anyone pre-service. “ 

We also gleaned from other Mystery Guest feedback and our on-site visit that the lobby 
area and sanctuary were pretty quiet prior to service starting.  
  
“There wasn't any music playing but the atmosphere was peaceful. The sanctuary 
area is beautiful, so I didn't notice the lack of music until the music just 
abruptly started to play to begin the worship…Music could improve the 
atmosphere.”   

We also read in the report and observed during the on-site visit that volunteers were not 
always present at the Welcome Center especially after services when a guest is most 
open to taking next steps.  

“They have a podium leaned up against the wall and a sign taped to the podium 
that says welcome center with flyers, and brochures but there wasn't anyone 
there to interact with.”  

Those areas were negatively impacted by not having a welcome host present: 

“It was more of an information center rather than a welcome center. There wasn't 
anything there that made me feel welcome.” 

For guests to feel more welcome at all the services, there will need to be a more 
intentional consideration in place regarding atmosphere and interaction that increases 
the welcoming especially at services where it may be more reverent or subdued.  

Primary Recommendations for Pre-Service Atmosphere:  

1. Pre-Music: Before service begins, have worshipful music playing in the lobby and 
common areas. This helps create a more welcoming atmosphere and will 
prepare people for worship. This will also help transition people into the live 
worship avoiding the feeling of an abrupt start.  

2. Media Announcements: Before service begins, guests are often looking around 
the church. This is an ideal time to loop media messages on the screens that 
address first-time guests by welcoming them and inviting them to visit the 
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‘Welcome Center’, fill out a connection card, and check out what is offered for 
children and youth during the service.  

3. Section Hosts/Leaders: This is a new hospitality team that is seeing a lot of 
success in churches where guests feel ignored by the congregation as was often 
the case at Messiah. Individuals or families serving as a Section Host/Leader are 
assigned to a seating area in the sanctuary (generally where they already sit) 
with the sole purpose of connecting with those around them before and after the 
service, especially new faces. You’ll notice Pastor Tim does this at the beginning 
of the service and it was very impactful for guests, but it also highlighted the fact 
that the congregation mostly kept to themselves or to who they knew. By having 
Section Hosts/Leaders you are taking measures to further cultivate a culture of 
hospitality among your congregation.  

4. Welcome Center: This is a place for guests to go, not members. The information 
housed here should be guest friendly and volunteers should be available before 
and after each service to greet and welcome visitors. These volunteers should 
possess a desire to engage and help guests learn more about the church.  

 

During the Service 
 
Greeting & Announcements 
Almost every guest noted that there was some form of a greeting that occurred during 
the service. This generally involved a welcome and recognition of guests and at the 
later service only it involved the congregation being asked to greet one another. Guests 
felt the welcome by Pastor Tim was genuine and sincere: 
 
“The Pastor did a good job of starting the service off by greeting everyone and 
giving a special welcome to visitors.”  
 
At times, there was also an opportunity for the congregation to greet one another. This 
only seemed to occur at the later service. When it did occur, it was liked by guests 
because it was friendly and welcoming. When this didn’t occur, many guests wished 
that it had.  
 
“The biggest recommendation I can make is to add a designated "welcome" time 
at the beginning of the service to encourage members to greet one another.” 
 
Some guests did note that they preferred to just greet those around them rather than be 
instructed to move around and greet everyone.  
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Primary Recommendations for the Greeting & Announcements:  

1. General Welcome: At each service, offer a general welcome to visitors. The 
pastor or worship leader can do this, but you may also consider having some of 
your staff rotate as worship assistants and do this as well. This keeps this time 
from becoming routine and it introduces other leaders in the church to the 
congregation and to guests. During the general welcome to visitors, this is a 
great time to mention how a guest can get more connected by completing the 
connection card and stopping by one of the ‘Welcome Centers’ after the service 
and invite them to your fellowship time. Continue to do this at each service.  

“After the opening songs, the pastor welcomed everyone. He made an emphasis 
on welcoming new people and wanted us to fill out welcome cards and visit the 
welcome center after service. He seemed very genuine in his wanting to share the 
message of the church.” 

2. Meet and Greet: While its often believed that guests don’t want to participate in a 
meet and greet, our research time and again does not bear that out. Many guests 
share they would like to have a time for this in the service. Anecdotally, we 
believe that the more welcoming the church is before and after the service, the 
less of a desire guests have for this during the service. Given the current culture 
at Messiah, for the time being it is beneficial to offer a brief time of greeting (two 
minutes or less) at each service.  
 

3. Announcements: Avoid having a long list of announcements at each service. 
Limit your announcements to what is most important to communicate and point 
people to the bulletin or website for more details about other upcoming events.  
 

Music/Worship  
Messiah offers traditional and contemporary style worship services. The following are 
things we learned from mystery guests about the worship experience they had: 
 

14/20 guests rated the music itself good or very good, but the overall rating for 
worship fell in the somewhat good range across both services and indicates 
there is a need for improvement.  
  

 

5.65 5.55 5.78

0.00

2.00

4.00

6.00

Total Church 09:00 11:00

Music Rating (Average)
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While some guests preferred different styles of worship there were also several 
guests that noted that they liked the style of music they experienced and felt the 
vocals and musicianship were good: 
 
“I liked the style of worship and the music that accompanied the service. I 
prefer more of the traditional style, and this service offered that. The music 
and the worship service were integrated well together, which created a 
positive environment.” 
 
A common theme noted by guests concerning worship regardless of the service 
or style, is there was a lack of engagement at both services: 
 
“The congregation did not seem to know any of the songs, and it did not 
appear that worship is encouraged.” 
 
There is no worship leader at either service. The early service worship takes 
place in the balcony behind the congregation with no one leading. This creates a 
disconnect. The later service has a band; however, on the day I visited the 
congregation sat for three of the four songs. We weren’t asked to stand and sing 
at any point until the last song. One guest noted: 
 
“The band was awesome and very talented…Sadly, the congregation did 
not get into it at all. I feel maybe if the band had asked them to stand, they 
might have been more involved.” 
 
During worship many people were sitting and reading their bulletin; however, 
when Pastor Tim sang loudly, the congregation engaged. This is telling and 
indicates that a worship leader is needed for both services and that congregation 
needs encouragement to participate and to be led by someone they can see: 
 
“…it wasn't until the choir started leading the singing that the group really 
participated. I liked the idea of a choir and felt that their singing was good. 
The only thing that impacted me negatively is that their choir was placed 
upstairs and behind the congregation, so it made it difficult to hear them. I 
would like to see their choir on the main floor somewhere if possible.” 
 
“I feel their choir is something that not many churches have and I'd like to 
enjoy them even more by having them on the 1st floor which could also 
help engage more members in singing along.” 
  

 
While very few cited the music as a reason they wouldn’t return, some gave 
suggestions about how the church could provide a more engaging time of worship at all 
services: 
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Primary Recommendations for Music/Worship:  
 

1. Encourage Engagement: We are recommending that for both services have 
someone leading from the front. For the traditional service, have the choir on 
stage where people can see them and be led by them and they can invite them 
to stand and sing. The contemporary band should have someone leading and 
actively engaging the congregation to stand and sing as well. While it is 
appropriate at times to have people sit and not engage, worship should be 
something people participate in. Our research shows that when people attend a 
church where a congregation is actively engaged in worship, they are more 
compelled and convinced by it. Likewise, when a guest attends and they don’t 
connect with the worship, or don’t see others connecting to it, then it can seem 
more like something you do rather than something you believe.  
 

2. Worship Consultant: You may find it helpful to consult with a worship consultant 
to improve engagement and worship in general. Worship consultants are experts 
at helping you create excellent worship and can help your worship teams 
become more engaged in their ministry as well. We can help make a 
recommendation if you are interested.  
 

3. Other opportunities: The area where the contemporary band plays is cluttered 
with cords and equipment. The area where the choir sits is also cluttered with 
papers and other items. Both areas feel messy and disorganized. Cords should 
be hidden when possible, or neatly coiled. Song books, charts and other items 
used for worship should be put away when not being used and when they are 
being used, they should be displayed in a way that causes minimal distraction.   
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4. Other Opportunities: For the contemporary service it was noted that it was hard 
to see. This is likely because the band is positioned to the right side of the stage 
if you are facing it. If you sit on the left side this can make it more challenging. 
Consider moving the band to the center of the stage to better engage the entire 
room. One guest said, "if you're anywhere but the right side of the church 
it's hard to see the band and pastor if he's over there.” 

 

Message/Speaker  

Speaker and message were some of the highest rated categories. Guests gave positive 
feedback such as: 

“I felt that it was easy to understand and really left everyone with a call to action 
to be an active Christian. I think that the message for me was the most positive 
part of the entire service.” 

“I loved how he presented the message with his passion and clarity.” 

Primary Recommendation for Message & Speaker:  

1. Consider how you can present the message each week in such a way that a first-
time guest who hasn’t had the advantage of attending previous weeks’ messages 
can still stay on track and follow along.  

2. When crafting a message, try to limit yourself to three main points. Information is 
often presented in groups of three therefore the information tends to stick better. 
Too many examples or supporting points can create confusion especially among 
visitors who may not be familiar with scriptures and teachings.   
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3. For services that are livestreamed, be sure you are engaging you online 
audience as well.  

 

After the Service 

Post-Service Atmosphere 
Overall, this part of the experience rated as one of the lowest among guests that visited 
the church and it is an area where we see an important opportunity for Messiah to grow. 
The study revealed that guests weren’t consistently engaged after the service. 
Specifically, 11 out of 20 guests rated the experience after the service as fair or below.  

The fellowship time is more of an “insider” event and guests were occasionally invited, 
or haphazardly heard about it or saw it as they walked by: 

Like what guests experienced before the service, the congregation at Messiah is largely 
unaware of someone new being present.  

“The only improvement I would make is to clearly promote any fellowship time 
after service if they have it, which I think they did.”  

“There was no interaction with our family at all after the service. I let the children 
use the restroom as well as ourselves and not one person said hi or asked if we 
were new to the church. While we were waiting for a few minutes more to get 
through the other people to the door to leave there was still no interaction with 
us. They definitely made us feel like outcasts at that moment. I would suggest 
maybe a larger space with coffee and a snack afterward to give people more of a 
chance to interact with each other.” 

The ‘Welcome Center’ is a great place for a guest to go and learn more about the 
church; however, after services guests did not always find someone there. A welcome 
center by itself is not welcoming.  

Those things coupled with the fact that 11/20 of your visitors rated the hospitality (post-
service) as fair or below tells us that there is a need for some additional efforts to create 
a more welcoming and connectional experience.  
 
Primary Recommendation for Post-Service Atmosphere:  

1. Before service concludes, be sure to mention the invitation to guests to meet with 
you after the service or stop by the ‘Welcome Center’ and Satre Hall for 
fellowship.  
 

2. Our primary recommendation will be to staff your ‘Welcome Centers’ (as 
mentioned under the pre-service atmosphere category) so that a visitor can go 
there before or after the service.  
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3. Have greeters at the doors saying goodbye to people as they leave. This will 
increase the feeling of welcome people have as they leave.  

 

Information and Follow up: 

These are listed in a separate report known as the Communication Assessment that will 

be sent to the church and reviewed with the Director of First Impressions.  

 

Additional Opportunities 
 

Children and Youth Ministries 

The vast majority of people that visited Messiah saw or learned about things that led 

them to have some favorable impressions of the ministries offered for Children and 

Youth. Most of those impressions were formed by what they saw in the service, found 

on the website (particularly for the preschool), or learned about from talking with others.  

It was apparent from the report and from interactions with the staff and volunteers 

during the on-site visit, that the church is dedicated to the care and discipleship of kids. 

Of the 20 mystery guests we sent to Messiah, eight brought their kids with them, and 

two families had their children participate in the Children’s message and Sunday school. 

Some key themes we read were: 

 They liked that the kids present seemed glad to be there:  

“I was positively affected by the young children's obvious excitement to come 

forward for "Kids Church".” 

 Some guests also mentioned that the staff and children’s messages during the 

service demonstrated how kid-friendly the church is: 

 “…the staff seemed like they could easily create an environment and message 

that children and youth could relate to.” 

“My son was too nervous to go up to the stage for the children's worship, but it 

was nice to watch the interaction between the children and the pastor. This is 

appealing to a parent to feel as though the children are part of the service and not 

just ushered to another room.” 

 Overall guests felt the church was family friendly and had resources and 

ministries for kids: 

“I felt that the church makes a specific point to address its interest and 

dedication in teaching and caring for children.” 

“The pastor brought the kids up front to sit and talk and he was very kind and 

easygoing with the children in trying to explain and relay his message of 

accepting faith.” 
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When we looked at the guests that gave lower ratings or feedback for this category, it 
stemmed from: 
 

 Little to no signage helping a guest locate this ministry: 
 
“I didn't see where the children's areas were as they were difficult 
to find (didn't see signs).” 
 
“I did not see any signs of a children's ministry outside of the main service.” 
 
 

Q. Based on what you’ve seen and experienced, do you feel comfortable with the children's/youth ministry at this church?  
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 Not enough information about this ministry: 
 
“The website only described what different groups they had for the children, but 
it never said what time they meet or where the areas are located at in the church.” 
 
“The website made mention of the youth ministry being part of the church but did 
not elaborate on their mission statement. I had no way to learn about staff 
members or participants. As a parent of a 3-year-old, I look for a preschool 
ministry that involves singing, scripture readings and constructive 
activity time.” 
 

 The ministry being unavailable when parents came: 
 
“My children were not able to attend church ministries for the children. From 
Christmas Eve until after New Year's they don't have anything other than the 
nursery open for children.” 
 
“There was not a children’s ministry during Easter service in the main 
auditorium.” 
 

 Not very many young children present: 
 
“I was surprised there were so few young children considering how involved the 
kids were invited to be.” 
 
“Unfortunately, the small number of children present at the 9:00 service made it 
difficult for my 12-year-old to be comfortable since he did not see anyone his own 
age or near his age.” 
 
 
Families considering a church pay particular attention to what is offered for their kids. If 

a church does not have ministry for children and youth or does not make clear what is 

offered (especially on the website), they are often overlooked. Because this is a 

common consideration for someone seeking a church we have addressed it in this 

report. Below are ways your church can become more appealing and welcoming to 

families.  
 
 
 
 
 
 
Primary Recommendations for Children and Youth: 
  

Information: We know from the mystery guest report that lack of information was 
a barrier in making a guest feel comfortable with your offerings for Children and 
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Youth. The information available on-site and online is not guest-friendly and does 
not do a good job of showing families how to take part in those ministries. As a 
result, anyone checking out your church may leave feeling confused about what 
you offer or if you offer anything for their kids. The following are ways you can 
improve information and communication for your Children and Youth offerings 
and help families easily connect to those ministries: 
 
1. Website: The website offers a plethora of information about the different 

ministries for children and youth, but it is spread across multiple pages and 
uses names and acronyms that a new family may not understand or 
associate as a ministry for their kids. 

 
a. Under the “About” and “I’m New” pages there should be a brief description 

about what is offered for children and youth during the weekend services. 

This information should include a link to a children and youth pages where 

parents can learn more.  

 

b. There are six different pages that outline what is offered for children and 

youth. Some of the pages are titled with a term that doesn’t easily let a 

guest know who the ministry is for. Many of the titles are insider names, 

and don’t do a good job of describing who these ministries are for, times, 

location, and contact information.  

 

Nursery - there is nothing found on the website that indicates that you 

offer nursery care. 

Children’s Message – there is nothing on the website that informs parents 

that a children’s message is given during the service. 

Pulse for Christ - is categorized as a small group under ministries. Without 

clicking on the page, someone looking at this could easily overlook that 

the fact that this is your high school ministry. The information listed on this 

page is vague and only indicates that students meet on Sunday nights in 

the youth house but does not indicate when or who to contact to get 

involved. Consequently, the current signage for the “youth house” says 

“Rousseu House”. Nowhere on the website is this term used so only 

people that regularly attend will understand where the “youth house” is. 

CIA - is categorized as a small group and the description is vague and 

also assumes that someone understands the confirmation process.  

Edge - explains the ages this ministry includes but like the description for 

Pulse, it is vague on meeting times, assumes people know what the 
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“youth house” is and where its located, and does not provide contact 

information.  

JAM - mentions that this is a children’s ministry that meets on Sundays but 

does not say where, give times, ages, or contact information.  

 

Dance Team and the Preschool Ministry - are the only pages found that 

provide guest-friendly information.  

 

c. We recommend creating three separate pages that guests will easily 

recognize: Nursery, Children, and Youth and include the following 

information: 

 

 Provide a welcome to families from the person leading this ministry. 

Give a description of the ministry, what ages the ministry is for, 

times, location, and who to contact for questions. Give parents the 

assurance of transparency by letting them know that all ministry 

partners go through background checks and training.  

 

 Include visual content of your kid-friendly spaces and, where 

appropriate, images of the kids. Visual content is more appealing to 

parents checking out your ministry for kids and it shows the best 

part of your ministry – the kids!   

 

2. Signage: Interior signage is very important for directing guests around your 

church. This is especially true of signage for your children’s ministry. If a 

parent cannot find where they are supposed to take their children, that could 

potentially make them feel uncomfortable from the start. Many mystery guests 

indicated they did not see any signage at Messiah for the children’s ministry. 

It was noted:  

 
“The signage for the children’s ministry was more obscure. I had to walk all the 
way to the end of the main area to see the sign as it was hidden just a bit around 
the corner.” 
 
“I didn’t see any signs for the children’s ministry, but they released the kids 
during the service. Having signage to where the children’s ministry is located 
would be beneficial to parents wanting to go there.” 
 
Add better signage in your lobby area and at entrance #9 to let families know the 
location of you children’s ministry.  
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3. Check-in: Based on our research, we know that when a church provides clear 

information about their children’s ministry, has transparency for their 

volunteers, and provides a secure environment and check-in process, parents 

feel more comfortable letting their children participate in those ministries. Your 

preschool ministry at Messiah understands this and its why they have a 

secure check-in process for the kids they care for. The church should too. 

Churches that don’t do this increase the risk of something going very wrong. 

In the mystery guest report, on three different occasions individual males 

without children wandered through your children’s area unchecked, exploring 

and observing your ministries.  

 
a. Establish a central location for check-in and a secure process for dropping 

off and picking up kids. The space in entrance #9 is a great space to offer 
a children’s check in area and welcome new families. By locating it in this 
area your check in host can help monitor who enters and exits this area 
and help keep it secure. 
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b. Have all families checking their children in either complete a nametag for 
their child or use an electronic check-in system that issues a nametag for 
kids and an identifying tag for parents to provide at pick-up. See example 
below. Many churches are moving to an electronic check-in process which 
allows the church to keep track and measure attendance easily. 
Regardless of what you use, no child should ever be placed in your care 
without you first knowing who they are and getting parent contact 
information.  
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c. Always have a new family fill out a new family registration form. This 
shows parents that safety and security of kids is a top priority. These 
forms can be used to follow up with new families that visit the church so 
that you can invite them back. Include the kids in your follow-up. Kids love 
getting mail and parents will remember this welcoming effort. Your check-
in hosts can assist with follow up efforts.  
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d. Have welcome bags on hand at all children check-in areas so that you can 
give them to new families. That way if they never complete a connection 
card in the service or stop by the Welcome Center they will still leave with 
information about the church. 

 
e. For parents that choose not to use this ministry, have ‘Busy Bags’ for kids. 

This is a welcoming gesture that parents will appreciate and so will the 
kids.  

 

“I thought the children's packets in the church materials area were a phenomenal 
idea. I liked that if I brought my child into service with me, I wouldn't need to bring 
activities to keep them quietly occupied.” 

 

4. Aesthetics/Environments: As part of the updates your church is making, 
consider making updates to your nursery and children’s ministry as you’ve 
done with your youth ministry house. The current children’s ministry is 
somewhat dated and not all the rooms are kid friendly. Many churches that 
modernize and create a more kid-friendly ministry, see an increase in 
participation and overall growth.  
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f. When you do decide to update, include in your design a nursing mothers’ 
room.  

 
 

g. It is very important to ensure to new families that their children will be well 
cared for. If the volunteers in your children’s and youth ministries are not 
currently given background checks, we recommend starting that as soon 
as possible. Visiting a church for the first time can be difficult enough, so 
providing this peace of mind for parents is important. You could add a line 
on your website and/or the “All Kids Are Welcome” brochure that simply 
says, “Your child’s safety and security are our top priority. All volunteers 
have undergone background screenings and are qualified to care for your 
children.” 
 

5. Outreach: Your current children’s ministry does not appear to have a lot of 
children attending. Fort Wayne and the neighborhoods around the church 
have many families not connected to a church.  
 

a. Consider how the church is outreaching to families and engaging 
them. The preschool is a good place to start. Currently there is only 
one family from the church’s preschool that attends Messiah. How 
many of those families attending your preschool do not have a 
church home?  
  

b. Consider the idea of offering children’s ministry for all ages in the 
summer. Parents who prefer a church with a separate ministry for 
kids will be more inclined to choose a church that offers ministry for 
kids year-round. Also, if you don’t offer kids ministry on Easter or 
Christmas Eve you should consider offering this. Your church sees 
lots of first-time guests and families that may only attend on these 
special days. You are missing out on an important opportunity to 
engage new families and let their children experience the great 
ministry you offer. 
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Community Awareness  
During our study we asked mystery guests to stop at a local business and ask for 
directions to Messiah. The purpose of this exercise is to help the church determine how 
well known they are in their community. Most of the people who were asked worked at 
local businesses within a couple miles of the church. Some had good knowledge of the 
church’s existence because of its size or they knew of someone who attended the 
church. 
 
“I stopped at a gas station and they were able to give me directions to the church. 
They were very aware of the location of the church. They said you can't miss it 
because it is on the corner and it is a large church building.” 
 
Many asked were unaware of the church. One person who asked for directions said: 
 
“Of the three people within hearing distance, one spoke up and said "that might 
be the one down there" while pointing in the right direction. I also live within three 
miles of the church and had never heard of it prior to my visit.” 
 
While some people in the area seem to be aware of the church, there was not a strong 
indication that people in the community knew anything specific about the church other 
than it was a church. 
 
The primary drivers for improving community awareness are: Traditional marketing 
(signage, advertising, etc.) and missional outreach (events and ministries that help the 
church establish relationships in the community). The latter has the greatest impact. 
Each of these factors not only raise the community’s awareness of the church, but also 
helps people recognize who you are, especially when they are looking for a church 
home. 

Primary Recommendations for Community Awareness:  

1. We recommend additional advertising in the community (as other churches have) 
to reach different groups of people such as seekers, Lutherans who have left the 
church, and anyone new to the area looking for a church home. Direct mail, 
advertising in local programs, billboards, sponsorships, community events, logo 
wear, and increasing your social media presence through other means such as 
Twitter, Facebook, and Instagram can all aid to increase awareness.  

2. It is also highly recommended that the church obtains a mailing list of residents 
(excluding businesses) within a 3-5-mile radius of the church and strategically 
plan certain times of the year that the church will invite the community to special 
events and services like Christmas Eve, Easter, and Mother’s Day services 
which are well-known as gateway services to guests finding a home church. 
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3. An ongoing campaign to send out a letter to new residents in the Fort Wayne 
area inviting them to service along with a brochure outlining your many 
ministries.  

4. As mentioned earlier, specific outreach that allows the church to build 
relationships with the community is an important next step. These 
recommendations will aid in creating better community awareness and 
connection for Messiah.  

 

Outreach  
When guests visited the church, they took note of the diversity (age, gender, ethnicity) 
at the service they attended. Per census data, Fort Wayne is a diverse area in ethnicity 
and age. Guests did not note much diversity in ethnicity at the church and while there 
was diversity in age, there is opportunity to reach more of the younger generation.  

The following are some ways the church can improve in their efforts to reach out and be 

a church for people in their mission field. There are (in our opinion) two primary types of 

outreach we see happening with the churches we work with: 

 

 Transactional Outreach: Much like it sounds – a transaction. This type of 

outreach usually centers around partnerships with other charities or 

organizations to meet a monetary need. For example, a canned food or clothing 

drive, a special offering for a charity or local service organization, hosting a 

holiday meal or providing a meal for a family in need. This type of outreach is 

necessary and needed, but typically churches don’t go beyond meeting the need 

to engaging and building a relationship with the person they are trying to help. 

 

 Missional Outreach: This type of outreach moves from transactional to 

transformational. It involves a church’s time and presence. It is often coupled with 

some form of transactional outreach, but has a relational component to it. 

Examples of missional outreach involve a school tutoring program where the 

church is serving weekly the same kids and families; or a prison ministry where 

people go in week after week to walk alongside those people and minister to 

them; or instead of just providing a meal for a family in need, people from the 

church are having dinner with that family, and building a relationship with 

them. There is a mission to build relationships and a commitment to the long 

haul.  
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Primary Recommendation for Outreach: 

1. Outreach Audit: We recommend a thorough evaluation of how Messiah is 

reaching out and forming relationships with people in the community who do not 

have a church home. Pay attention to the fruit of these efforts by asking if what 

you are doing is fulfilling your church’s mission. Often churches are spreading 

themselves thin across many different things, yet they aren’t digging in deeply 

towards any one thing. One way the church can improve the fruitfulness of their 

outreach is by engaging in more missional outreach (time and presence) rather 

than just transactional outreach (meeting a monetary need).  

2. Encouraging Evangelism: A study conducted by Lifeway Research revealed 

that only 2% of churchgoers ever invite people to church…that means 98% of the 

people who attend church are not inviting people! Research shows that the 

number one way someone comes to church is through personal invitation. We 

recommend that you offer faith formation on evangelism that teaches and 

encourages your congregation to intentionally build relationships with the lost and 

invite people to church.  

3. Marketing: Additional marketing efforts to promote your presence in the 

community aid in reminding people that you are there when they are ready to 

come to church. Including images and videos during services and on the website 

that show different ethnicities, ages, and people from all walks and stages of life 

in Fort Wayne (and surrounding areas) demonstrate that you are a church for all 

people.  

4. Diverse Leadership: Creating diverse leadership within the church also builds a 

solid foundation. Having younger ushers and greeters, worship leaders, and 

worship assistants represents the church’s willingness to develop a diverse 

group of leaders at Messiah and demonstrates that the church is willing to train 

up people of all ages to serve God and his people.  

 

Friendliness 

All the recommendations listed throughout this report are aimed at increasing a guest’s 

likelihood of return, but in our research, we’ve found that a critical element for a guest to 

return is the friendliness of the congregation toward visitors and one another. Church 

members are often largely unaware that someone is new and when they are, they often 

think that someone else will greet and welcome guests such as a designated volunteer, 

staff, or pastor. At Messiah, there were some guests that visited and felt welcome.  

 
“Everyone that we spoke with, walked past, and encountered was very nice and 

friendly towards my family.”  
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“Several people went out of their way to shake my hand and greet me and have 

small talk. This was prior to any guest acknowledgment so it felt genuine.”  

However, there were ten out of 20 visitors who rated the friendliness fair or below and 

that rating was often tied to the fact that no one outside of staff or volunteers made any 

effort to engage visitors.  

“The friendliness was not that great. No one welcomed me before the service, and 

no one approached me after.” 

“The only interaction I had with the congregation was one lady in front of me 

smiled as she sat down. No one greeted or welcomed me.” 

“I went into the experience hoping to make some connections and new friends 

today. I made eye contact with several people and smiled. Unfortunately, I wasn't 

welcomed into the club”. 

 

Primary Recommendations for Friendliness:  

1. Teaching: Often a lack of friendliness and welcome is a blind spot among the 

congregation. We encourage pastors to share with their congregation findings of 

this report to help create awareness. We recommend that you use your bulletin, 

newsletter, and message as ways you can remind your congregation of the 

visitor among them. Church members can be reminded that outreach isn’t just 

about going outside the four walls of the church, but that the outside is coming 

inside every week and that opportunity exists every weekend. 

2. Hospitality Process: All of the recommendations in this report are aimed at 

making guests feel welcomed and cultivating a culture of hospitality among the 

congregation. The recommendations in this report, coupled with growing the 

congregation to be more welcoming will positively impact what visitors 

experience at Messiah.  

 

Welcoming Spaces and Aesthetics  

Messiah is a beautiful church and has incredible space and potential for engaging 

ministry. During the onsite visit, it was mentioned that there are plans to make updates 

to spaces in the church. We concur with these plans and believe you could easily warm 

up environments such as the entrances to the church which are currently bare or 

cluttered and uninviting. The lobby area known as the narthex is a great space that is 

not being utilized to its full potential. Other areas such as the hallway leading from 

entrance #2 to entrance #1 is dark, cluttered with billboards, and holds another coat 

rack. Satre Hall is also dated and could use some updates. Some of these spaces need 
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to be decluttered and brightened up. These new spaces will encourage more 

opportunity for connections among guests and members.  

 

“The main reason I would not return to this church because the atmosphere is 
not something I enjoy. The church seemed somewhat outdated and old school…”  
 

Primary Recommendations for Welcoming Spaces and Aesthetics:  

1. Lobby: While we recommend you update each of the spaces we’ve mentioned, 

we highly recommend you look at updating the narthex/lobby space as soon as 

possible. This space is vital to the connection. Consider repurposing your coat 

rack rooms to a new coffee area, a welcome center, and an information center. 

The lobby space could also be used to create some sitting and gathering spaces 

that would encourage people to linger.  
   

 
 

 Even before an update occurs, go to work on improving the aesthetics of 

this area by removing flyers from doors, walls and entrances, decluttering 

the spaces. Those things are not visually appealing. Avoid posting flyers 

and creating billboards all over the church. Utilize other methods of 

communication to let people know about upcoming events such as the 

website, bulletin, an insert in the bulletin, announcements, media slides, 

etc. 
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 Remove hearing assistance devices from the lobby and relocate them to 

the sound booth. This is a technical piece of equipment and most 

churches keep them with the technical ministry so that they can assist 

people with those as needed. When the time is right, you might also 

consider some more modern options for hearing assistance that are 

paired with smartphones. 
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2. Each entrance could be utilized to create a mission wall for the church and/or 

sitting spaces with information about Messiah.  
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3. Consider working with an interior designer to help with this project. That person 

may already exist within your congregation. They will be able to assist in 
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transitioning these spaces from old to new, streamline the look and feel 

throughout the church, and create more inviting places for ministry. 

 

Ensuring Excellence 

 

Creating a Strong Foundation for Hospitality 

We learned from our on-site visit and the Mystery Guest Report, that the current 

process of taking someone from the “street to the seat” and how they were followed-up 

with is disjointed, unclear, and inconsistent from service to service and week to week. It 

takes a special person to oversee the many volunteers and teams related to first-time 

guests in order to execute these ministries well and provide volunteers with vision, clear 

communication, and consistency. A key component for building strong hospitality is to 

have foundational pieces in place such as the steps outlined in our recommendations 

below.  

 

Primary Recommendations for Creating a Strong Foundation for Hospitality: 

1. Hospitality/First Impressions Director: In order to create consistency for the 

hospitality ministry at Messiah, you will need to designate someone to oversee 

the welcoming process from front door to follow up. This person would be highly 

relational, detail-oriented, and have a passion for welcoming and acclimating 

guests. They would be responsible for developing the welcoming process, 

overseeing teams under this ministry, and collaborating with leadership to 

develop welcoming environments. This person would be directly responsible for 

overseeing the recommendations listed in this report and working to recruit and 

develop more ministry partners for hospitality.  

2. Hospitality Process: Develop a well-structured hospitality process that is aimed 

at creating a sense of welcome from the front door to follow up and will make it 

easy for guests to take next steps when they are ready to do so.  

3. Ministry descriptions: For each of your ministry teams there should be a 

description that explains the mission and vision of their role and the expectations 

for serving. There are many wonderful resources for this online making it 

unnecessary to reinvent the wheel. 

4. Ministry Partners: Instead of volunteers use the term ministry partners. This will 

help you to develop a culture of people serving in ministry vs. people 

volunteering for tasks. People with a mindset for ministry are much more 

dedicated and motivated to reach others.  
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5. Ministry Expectations: In addition to descriptions of this ministry, also define 

the expectations for serving. We discussed during our training the following 

ideas: 

 Be present 30 minutes before service.  

 Provide a central check-in for ministry partners to pick up name badges 

and communicate any information they may need to know about the 

service or events that day. 

 Provide a prayer huddle for the weekend services and any individual 

prayer requests. Don’t ever skip this step. This will center everyone’s 

focus and unite your teams.  

 When available, share a story or testimony to inspire them. 

 Remind them to SMILE and show enthusiasm for being there. 

 

6. Training: Hold team meetings to cast vision about how each team plays a vital 

role in helping someone become more connected at Messiah. Training should 

include ways to identify first-time guests, how to interact with them, and deliver 

them to the next step in your hospitality process. Speak about the importance of 

consistency. 

7. Communication: Secular studies have shown that poor communication is one of 

the top reasons for disunity in an organization. The church is not exempt from 

this. A key to making your hospitality teams effective is impacted by the level of 

communication. We recommend developing a communication plan for your 

teams to share serving schedules and ministry needs and updates. Plan to use 

multiple forms of communication methods to communicate the same information 

as many people rely on different methods to receive information. You can create 

a Facebook group to do this, share through email, the website and/or text 

updates. 

8. Share the Impact: Often those that serve do so tirelessly and don’t see the 

impact that serving has on other people. It’s important to share provide regular 

updates to your teams about the number of first-time guests coming and share 

stories and testimonials of people who find faith or make Messiah their church 

home.  

As a resource, Faith Perceptions does provide training in these areas and can work 

directly with your key leaders to provide training for hospitality. Please let us know if we 

can be of assistance in this area. 
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Beyond the First Visit 

Think through what you can do to bridge someone from the Sunday morning experience 

to a bible study or small group, children and youth ministry, becoming a ministry partner, 

baptism, or even membership. Messiah has much to offer an individual person, couple 

or family. Thinking past the first visit will help you to prepare the transition from first-time 

guest to regular attender. A common frustration we hear about from people that attend a 

church, like it, and decide to get more involved, is that there isn’t good information and 

communication on how to do that. Many have complained that when they express an 

interest in a ministry there is no follow up to help them engage. This results in many 

people, including people who are regular attenders, leaving a church. 

 

Primary Recommendations for Beyond the First Visit: 

1. In addition to the steps you are taking to make people feel welcome, you also 

need a plan for how you will assimilate people into the life of the church when they 

are ready. Ministry leaders in conjunction with the Hospitality/First Impressions 

Director should expand their welcoming process by having a plan for how they are 

going to develop a path for assimilation. This plan should include creating bridge 

events and opportunities not just visitors but regular attenders to get involved. 

When a church becomes more engaged and is growing in their faith outside of the 

Sunday service, they are more likely to stay connected.   

2. Your current ‘Discover Messiah’ event is a great event for helping anyone 

considering Messiah as a home church to learn more about the church. You 

should hold these events monthly or several times a year depending on the 

number of guests you are seeing. This event should be well advertised on the 

website, in newsletters or e-notes, in the bulletin, and in announcements. At the 

event itself, a general overview of Messiah, information about different ministries, 

how people can get connected to those ministries, and the serving opportunities 

available. Pastor Tim should be present as often as possible to present some of 

this information and meet people. People are often more inclined to come when 

they know the pastor will be there. 

 

Follow-up Study 

We highly recommend that your church perform a second Mystery Guest study in the 

future. Any changes made as a result of these findings need continued measurement 

for improvement or any unintended consequences.  
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Summary 

When you dine out and the service is poor, or you didn’t enjoy your meal, you don’t 

leave thinking “Good enough!” You leave questioning whether you will return again. 

People that visit a church where they don’t feel welcome apply the same thought 

process. Messiah is not a restaurant; it is a place of worship and a place to grow in faith, 

build community, and reach those who don’t know Christ. The recommendations in this 

report will help the church build a solid foundation for connecting and welcoming people, 

which are steppingstones to building relationships and ultimately leading them to a 

relationship with Jesus Christ. 

Conclusion 
Thank you for allowing Faith Perceptions to provide you with this feedback. We’ve 
enjoyed learning more about your church. Our goal is to help your church welcome and 
connect with each guest that visits - allowing them to have a great first impression. 
When guests feel accepted and welcome that greatly increases the likelihood of a return 
visit.  
 
Our prayer and hope for Messiah is that God will use this process to help your church 
become more hospitable to guests. May God give you courage and strength as you 
move forward in Him! Let us know how we can be of further service to you. 

 

Respectfully, 

Melanie Smollen, President  
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