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Hospitality Ministry 
 Not surprising (to those who know me), one of my favorite classic 
television programs is The Addams Family based on the cartoons of Charles 
Addams. I like The Addams Family because they swim upstream from everyone 
else; more kooky than scary. 
 Lurch, the butler, answers the door with the deep “You rang?” as if 
surprised and annoyed (at the same time) that someone is disrupting the family’s 
day. As the guest enters, Lurch removes the guest’s hat or coat - often without 
asking. He may or may not announce the guest, but often moans at words or 
actions he finds ridiculous. 
 I’ve actually met church ushers and greeters that reminded me of Lurch. 
These good folk are often stationed by doorways, quietly, solemnly handing out 
worship bulletins without speaking a word. 
 Then there’s the funeral parlor usher. Those who lean in close with a quiet 
seriousness. “May I help you?” with the same serene intensity as “Have you seen 
our cherry model?”  
 Then there’s the pollinator - a term stolen from my best friend, Eddie. 
These well-meaning greeters flutter around like bees in spring; their greetings 
come and go so quickly we’re often left more confused than served. I once 
stepped into a hive of pollinators and was greeted eight times in 60 seconds. 
 Then there are the starving mosquitoes: New blood! They descend with a 
hard sell on church involvement, membership and a free Wednesday Night 
supper! 
 Then there are those greeters and ushers who resemble my uncle Ed and 
his friends at the bait shop. The bait shop was the place where Ed and his buddies 
gathered, formed themselves in a circle, tuned out the world and discussed 
politics, sports, and fishing. I’ve been in many churches and found ushers and 
greeters circled up, folded bulletins in hand, having a serious conversation about 
the weather. 
 
Hospitality is not an option 
 Don’t take my word for it. 
 Romans 12:13 – “When God’s children are in need, be the one to help 
them out. And get into the habit of inviting guests home for dinner or, if they 
need lodging, for the night.” NLT 
 1 Timothy 3:2 – (on leaders in the church) . . . “He must enjoy having 
guests in his home . . .” NLT 
 1 Peter 4:9 – “Cheerfully share your home with those who need a meal or a 
place to stay.” NLT 
 Acts 2:46 – “They worshipped together at the Temple each day, met in 
homes for the Lord’s Supper, and shared their meals with great joy and 
generosity . . .” NLT 
 Jesus followers are expected to practice hospitality in their homes, and I 
believe collectively we are expected to practice hospitality within our churches. 
And, I further believe that as we practice hospitality, cheerfully, understanding 
we are stewards of the church that belongs to Jesus, God will send people to us 
for love and service. (Acts 2:47). 
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 To understand hospitality, I think we need to be refreshed on its meaning. 
Hospitality, by definition, is the cordial and generous reception of or 
disposition toward guests. (www.thefreedictionary.com). This squares pretty 
nicely with Scripture. 
 Hospitality Ministry is under the umbrella of Communication Ministry. As 
we communicate how God is at work within our churches, we must believe that 
God will move people to join us. As those people come to our services, activities 
and church offices, we must be efficiently prepared to be hospitable. We want to 
build a face-to-face relationship with people. The way to build relationship is to 
love people. 
 
The Church Office 
 Church hospitality begins with the reception in the church office, and it 
extends to all staff members. While the front-end staff member – answering the 
telephone and greeting at the door – carries a lot of hospitality pressure, 
hospitality becomes the “job requirement” of every staff member. 
 During the chapter of my life when I served as a denominational staff 
member, our entire staff had an annual day of customer service training. These 
days were taught by ministry and secular professionals, and we lived by a code of 
service to anyone and everyone who called, sent an e-mail or came in the door. 
 I managed the front-end staff for 10 years. There was an expectation for 
those key representatives to be joyful, polite, helpful, kind and capable. But, the 
rest of the staff – including me and all the others regardless of department or 
position – stood behind the front-end folk. At any time, those front-end staff 
members had the right and responsibility to call any of us into action to support 
their service initiatives. To say “I don’t have time” or “I will get back with them 
when I can” was never an option. 
 As you consider your church’s Hospitality Ministry, my recommendation 
is to include front-end staff in those conversations. Each person who calls, sends 
an e-mail or walks through the door should be treated exactly like the person who 
approaches the Welcome Center or greeter ministry on Sunday morning. How 
can we serve this person? What steps must be taken to build relationship with 
them? How can we capture database information for communication? 
 Also front-end personnel are great researchers. Ask them to keep a log of 
questions they receive about the church. This information can be used to fuel 
Q&A on the church website. 
 
It’s not about you. 
 When it comes to our worship services and ministry events, Hospitality 
Ministry breaks down into two groups: Ushers and Greeters. Below, I will explain 
the differences.  
 But, first, let’s step back and think about a larger issue concerning those 
who approach our churches. 
 When our boys were younger, I always enjoyed taking school day field 
trips as a chaperone. On one trip, I had opportunity to chaperone my third-
grader’s field trip to the South Carolina State Capitol Building and nearby 

http://www.thefreedictionary.com/
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Governor’s Mansion. After a hurried three-hour tour of both facilities, the classes 
were preparing to leave the Governor’s Mansion. 
 The tour guide, a volunteer, apologized to me for the frenzied tour. “We 
offer a more detailed tour for adults,” she said. “It’s just so difficult to lead a tour 
for younger school children.” 
 I responded, “Well, I wouldn’t lose sleep over it. These children didn’t care 
if they saw the State Capitol or the Governor’s Mansion. This trip was all about 
being out of class and having a picnic, which is starting right now.” 
 This volunteer looked shocked. She had confused what she perceived as 
important to the guest (seeing the Governor’s Mansion) with what was most 
important to the guest (the picnic). 
 That’s not unusual for those who are in Hospitality Ministry. 
 Many ushers and greeters are either long-term church members or deeply-
entrenched members who understand the church. These good people are so 
embedded in the church that they have an emotional investment in it, its 
property and its ministries. And, for some, that investment can be very, very 
personal. They are prepared to “sell” the church: “The friendliest church in the 
world.” 
 Along comes the guest who doesn’t care about the history of the church, 
who doesn’t care about the music events, who doesn’t care about the new 
renovation or construction, who doesn’t care about the return of a very successful 
mission team – generally, they just don’t care. What they care about is - What is 
my time commitment this morning?  Where is the bathroom? Can I sit where I 
want to sit? Will my child be safe in your childcare? If I complete this form, what 
are you going to do with my contact information? 
 So, as ushers and greeters connect with people, and conversations begin, 
there’s always the possibility for a misfire in communication. I coach churches to 
never lead with conversations about the church. Instead, let the guest drive the 
conversation and be prepared to talk about whatever they want to talk about. In 
that approach, we maintain good service, which can lead to a strong reputation. 
 I’ve always liked this customer service poster used by L.L. Bean, which I’ve 
modified for use by churches: 
  

 A member or guest is the most important person ever at this church 
property - even when he is not present here. 

 A member or guest is not dependent on the church; the church is 
dependent on the member or guest. 

 A member or guest is not an interruption for the church staff or 
leadership or hospitality ministry. The member or guest is the purpose 
for which staff, leaders and volunteers exist. She is doing us a favor by 
giving us the opportunity to serve her. 

 A member or guest is not someone to argue or match wits with. 
Nobody, in the long-term, ever won an argument with a guest. 
 

We must get to know people and the community that they live in. We must 
understand what they want and what they need from our churches, and we must 
be prepared to help them find it - even if it means creating, refining and defining 
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ministry. We may even need to help them find another church in town that’s a 
bitter fit for their family ministry needs.  

We also need to understand that a satisfied guest is priceless. A satisfied 
guest, incidentally, is not necessarily a happy guest because an unhappy guest is 
satisfied if someone listens to him. Guests that are not satisfied become negative 
sales agents in the community, often using social media to tell everyone about 
their bad experience at the church. 
 
Usher Ministry 
 Scripture (1 Chronicles 9:17-32; 2 Kings 22:4) doesn’t exactly point to the 
word Usher, but it does mention the temple’s “gatekeepers, or keepers of the 
threshold.” Many, including me, use these verses to show ushers that they have a 
Biblical model within the temple or church. This is a serious ministry. 
 Historic Usher Ministry has included these functions, in part or in whole: 
  

• Escort members and guests to seats. 
• Distribute materials related to the service (cheerfully). 
• Receive certain offerings. 
• Maintain alertness for an emergency. (Are your ushers property trained 

in safety and security measures?) 
• Maintain order, especially during exit, from services and meetings. 

 
 And, there’s no escaping that ushers must “greet people,” too. 
 
 How, in your church, can the usher ministry take the aforementioned 
responsibilities and use them to be more hospitable toward guests? Can your 
ushers leave a positive impression on others? If I came to visit your church 
services, how might I see your ushers and their interactions with people? Are 
your ushers prepared to engage people in conversations about faith? If not – why 
not? The church has a responsibility to provide educational resources and 
accountability for these valuable front-line servants. 
 
Greeter Ministry 
 In the mid- to late-90s, there was a revival of customer service among 
secular businesses. Walmart had introduced the idea of a “door greeter” as its 
stores expanded. Papers were written about new thinking in customer service – 
not just saying, “May we help you?” but actually building relationship with 
people. Companies began to be measured by customer service as a variable just as 
important as price point. 
 This began filtering into non-profits, including churches. It makes sense. 
Believers are in the relationship business. 
 But, traditional Usher Ministry in many churches had digressed into 
senior adult men’s ministry. And, most Ushers were content in their systems and 
not interested in learning new approaches to member and guest service. So, 
Greeter Ministry was born – not to replace Usher Ministry, but to work around it 
and to strengthen the greeter function in churches. I suggest that it also opened 
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the eyes of traditional ushers, who began to better engage the greeting function of 
their ministry. 
 In churches with male-dominate Usher Ministry, Greeter Ministry allowed 
more women to get involved in greeting people and in hospitality, including 
volunteerism at Welcome Centers. Women make the best greeters because so 
many women are leading their families to church services – the woman-to-
woman greeting exchange becomes critically important to building relationship. 
 Here are some considerations for your Greeter Ministry, which can also be 
applied to the greeter function within your Usher Ministry. 
 

• Engage a Sunday morning traffic study, identifying the 
people flow at the different external doors of the church property. If 
you know that 70 percent of your attendance uses one particular 
door, well, you know to put 70 percent of your greeters at that door. 
I recommend a minimum of 2 greeters at each door with an 
additional 2 greeters for every 150 people using those doors on a 
Sunday morning. Have a good mix of men and women. Providing 
annual educational resources for these good people. 

• Greet everyone. Don’t worry about identifying guests. Guests will 
self-identify when they are ready. When they do, be prepared to 
answer questions and perhaps escort them to a Welcome Center. 
The Welcome Center should be the place for longer conversations 
about the church. Greeters need to be free to greet. 

• Welcome Centers. You need greeters stationed at Welcome 
Centers, which are located near each primary entrance.  

• Be a door-opener. Get outside the doors. Don’t get in the parking 
lot – that’s just creepy – but be outside the doors so that you can 
spot those who need assistance and ease the anxiety among those 
entering a foreign building. Your sacrifice in all kinds of weather 
sends a powerful message about your church. 

• First to arrive and last to leave. Who said the Christian journey 
isn’t about sacrifice? Yep, Greeters may have to sacrifice being in a 
Bible Study or a worship service in order to serve. Sometimes – 
many times – opportunities for service and relationship-building 
occur as people are leaving and not as they are arriving. 

• No sitting down. Greeters don’t sit down! And, they don’t engage 
their friends in conversation. A guest won’t interrupt someone who 
appears to be resting or otherwise engaged. 

• Be friendly to children, but don’t give them anything. For 
guests, you are the stranger that parents warn children not to 
engage. Be friendly, but don’t over-engage a child by giving them 
candy. Being friendly is all you need to do. 

• Know all the answers or know where to find them. Know 
the church website, where First Aid is located, the closest restroom, 
and all the safety and security policies of the church. What would 
you do if someone approached your church wanting money or if 
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they are intoxicated? How would you gracefully respond? Be 
prepared. Provide safety and security education for your greeters. 

• Maintain door consistency. I think it’s helpful when greeters 
can serve at the same doors on those Sundays they serve. This 
consistency allows greeters to see the same people when they serve, 
and build deeper relationship with those people. 

• Don’t ask for volunteers. Identify the friendly people in your 
church and go recruit them. If you ask for volunteers, you will get 
people who want to “hide” from other ministry involvement, and 
sometimes you’ll get people who aren’t very friendly. 

• Be prepared to hold people accountable. This front-line 
ministry is so important that I have no problem with gracefully 
saying, “This ministry isn’t really for you.” Sometimes, people sign 
on, realize it’s not for them, but don’t know how to back out without 
feeling guilty. Hold people accountable to be present and serve, and 
to avoid long conservations with friends. This is about greeting as 
many people as possible and gathering contact information from 
guests who self-identify. 

• Every Member Is A Greeter. Let your ministry model 
hospitality. Expand to have hallway greeters. Greeting is 
contagious. Talk about your Greeter Ministry all the time, and let 
people testify to it. 

 
(Copyright © 2014, Scott Vaughan Communications, LLC. Copies permitted for sharing among church 
staff and leaders. Permission is required for publication. For permission, please contact Scott Vaughan at 
scott@svministry.com or by telephone, (803) 315-0234.) 
 
 
Scott Vaughan was a 20-year newspaper writer, editor and publisher before 
entering vocational ministry as a church communication strategist. As a member 
of the media, he won awards in both the Georgia and South Carolina press 
associations, and served on the South Carolina Press Association’s Executive 
Board. For nine years, Scott served as marketing director for the South Carolina 
Baptist Convention, serving churches of all sizes, in all cultures, and of all ages. 
In 2003, he created his own ministry, enabling him to serve a larger ecumenical 
community that reaches across North America. Scott, an ordained minister, is a 
professional public speaker, and has the gift for creating original presentations 
customized for audiences. He is a local church leader, serving as a deacon and 
small group teacher/leader. He is active in his community, coaching boys’ 
baseball for more than 30 years. He and Vicki have been married 28 years and 
have four sons. 
 
To learn more about hosting one of Scott’s church communication clinics for your area, or to learn 
about on-site consulting for your church, please visit his website at www.svministry.com. 
 
Scott Vaughan Communications, LLC is on Facebook at www.facebook.com/churchcommunication. 
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