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Creating Loyal Customers Creating Loyal Customers

Whenever
I say,

“I’m sorry,”
will I really

mean it?

When I talk
with my

customers
today, will I

make sure to
give them

100% of my
attention?

Creating Loyal Customers

Will I listen
more to my

customers
today than I

talk at them?

Creating Loyal Customers

Creating Loyal Customers

Will I look
for customer

service
policies or
procedures
today that
could be

improved?

What will  I
do today to
keep myself

in a good
mood
for my

customers?

Creating Loyal Customers

What will I
do today to

create
stronger loyalty

in my
customers?
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If I can’t give my
customers

exactly what
they want, will I
remember to
tell them what I

can do for them?
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A Complaint Is a Gift

Most of us
get defensive

when we
hear

complaints.
Will I respond

in a better
way?

Will I be sure
to say

“Thank you,”
when I first

hear a
complaint?

A Complaint Is a Gift

A Complaint Is a Gift

Will I
remember

it isn’t easy
for most

customers to
complain?

A Complaint Is a Gift

Will I
remember
customers

think
they are

right,
even when

they are
wrong?

A Complaint Is a Gift

A Complaint Is a Gift

When
appropriate,

will I
sincerely
apologize

today?
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Putting People First

Will I
remember
delivering

good service
is meeting
emotional

needs
of my

customers?

Putting People First

Will I take
responsibility

to create
rapport
with my

customers
today?

Putting People First

There are no
rights or wrongs

in
communication

styles.
Can I accept the

differences?

Putting People First

Will I
remember

that customers
judge service
based on the
feelings they

have when they
are with me?

Putting People First

Today will I
make sure all
my customers’

Moments of
Truth are
Moments
of Magic?

Putting People First

Who owns the
problem?  I do!
Will I remember

that when I
meet

with customers
today?


