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IT’S THE ENTIRE BUSINESS. 
CUSTOMER SERVICE ISN’T A DEPARTMENT 



A CUSTOMER FOCUSED BUSINESS… 

• Knows one happy customer is worth $10k of advertising. Don’t 
stress about marketing…take care of your customers. 

• Doesn’t have an attitude that customers are an interruption to 
them running their business. 

• Makes the customer the real boss of the business. The customer 
hires and fires with his dollars. 

• Uses communication with customers to grow and change.  
• Knows that customers are doing them a favor by allowing them 

into their lives.  
• Realizes when they take care of the customer; the business takes 

care of itself. 
• Most importantly, creates a customer experience that results in 

maximum revenues and raving fans. 



WHAT IS A CUSTOMER EXPERIENCE? 

A customer experience is the full circle journey a 
customer has with your company. It’s how your 
decisions effect how they perceive and build a 

relationship with you. 



CREATING A UNIQUE, HIGHLY EFFECTIVE, AND 
REVENUE MAXIMIZING CUSTOMER EXPERIENCE 

 
• Your job is that of a hostess – Viewing customers as invited guest 

to a party. When they arrive at your door pretend they have a big 
sign around their neck that says “Make me feel important”.  

• Be true to you.  – The mistake I made in opening my first retail 
store.  

• Learn your customers. Listen - Putting our own paradigm aside 
and listening to how the customer interacts with your initial ideas 
is the best vitamin for growth and success.  



CREATING YOUR CUSTOMER EXPERIENCE 

• Be a show-off – One thing we makers have over many businesses 
is our passion and creativity for what we do. Showing this side of 
the business to a customer puts dollars in your pocket without it 
even feeling like work to you. Be consistent. Story: Store Hours, 
policies, procedures 

• Don’t fret over competition – products, signs, and image can be 
duplicated; customer service is like a fingerprint; it’s unique to 
your business. 

• Get them Involved in your processes. We have the advantage of 
creating our products so getting them involved in the creative 
process gives them ownership. 
 

 



CREATING YOUR CUSTOMER EXPERIENCE 

• Welcome Objections – An objection is either a cry for attention or 
an opportunity for you to improve. Story: Julie Rea 

• Special note: When to trust an online reviews. 
• Keep things Simple – Complicated rules of engagement with a 

customer on how YOU want to do business doesn’t need to be 
plastered all over your site or building, demands on your 
customers are inappropriate, return policies that are confusing 
and favor the company can damage or be fatal to your customer’s 
experience. 

• Stay connected – Use methods that work for you. 

 

 



The customer is always right! 



Until…. they’re not... 



Firing a Customer is a Last 
Resort… 
Be sure your Customer Experience is up to par. 



A Challenging Customer is NOT a Bad 
Customer… 

Challenging  

• Makes reasonable demands 

• Gives constructive feedback  

• Leaves reviews with valid points 
(even if negative) 

• Has a short, straight to the point 
communication style 

Bad 

• Makes unreasonable demands 

• Complains frequently about 
things that are not fixable or 
relevant 

• Leaves scathing reviews that are 
unhelpful 

• Rambles on in communication 
with no point 

 



Do not let fear drive your 
decisions… 
Fear leads to inactivity and acceptance. 



Fear of… 

•Bad reviews (online or word of mouth) 

•Confrontation 

•Being wrong 

•Losing the business 



Fire Immediately… 

•Abusive or rude – uses foul language and 
name calling 

•Threatening – Either personal threats or 
threats to “ruin” your business 



Reasons to Fire a Customer 

 

 

 

There is only ONE reason to Fire a Customer… 



They are costing you money. 

•Defaulting on Payment or Delaying Payment 

•Taking up too much time 

•Overly demanding or critical 

•Occupying your thoughts more than they 
should 

•Causing you stress 

•Threatening or Abusive  



So how do you fire a 
customer? 

with the least amount of drama and pain. 



Be Professional and Dispassionate 

 

 

Businesses, companies, entities – 
Do NOT have emotions. 



Never show any emotion, especially anger, 
resentment, frustration to your public 



And then make it worse… 



Do not get defensive. 



Remain professional and dispassionate… 

•Keep a poker-face; do not show your underlying 
thoughts or emotions. 

•The more troublesome your bad customer gets, the 
more professional you get. 

•Take time to consider responses. 

•Be sure all your responses are accurate. 

•Keep all responses brief and to the point. 



Sample Customer Termination Letter 

Mr. or Ms. Customer, 

 

While we have appreciated your business, we have 
decided that our company can no longer service your 
needs.   

 

Thank you. 

 

Sincerely, 



Handling Objections… 

“We understand but our decision is final.” 

 

“We will fulfill your final order (or issue a refund) but 
you will need to seek your products elsewhere in the 
future.” 

 

 


