
HOW TO WORK WITH AN INACTIVE CUSTOMER…. 

By Sales Director Sandy Welch 

AN “INACTIVE CUSTOMER” is someone who has not ordered anything at all from you in the past 10-12 months.  

When you call her, she responds that she does not need anything right now (or perhaps you have not called her). 
DO NOT DISCARD HER. Be concerned about her, and do your best to re-establish a relationship, helping her in 
whatever way SHE prefers, even if it means taking her off your list. Do not live in fear — love her and treat her as a 
friend you would like to regain as a friend and customer. “It’s five times easier to keep an existing customer than to 
get a new customer.”  

 
VALUE HER, AND KEEP UP WITH HER BEAUTY NEEDS.  
WHEN YOU DON’T CALL, SHE THINKS YOU DON’T CARE. 
 
SHE SAYS: “No, I don’t need anything right now.” 
YOUR RESPONSE: “You know, _____, I want to give you excellent customer service. I’m so sorry I haven’t talked 
with you in the past several months; you deserve for me to have contacted you before now. But I want to make 
sure you are happy with your Mary Kay products and service. Do you have another consultant, or are you using 
something other than Mary Kay right now?” 
 
“A”… IF SHE SAYS THAT SHE HAS ANOTHER CONSULTANT 
YOUR RESPONSE: “That’s perfectly fine. I’m in this business as my personal long-term business. Would it be ok with 
you for me to put a note by your name to call you back in 10-12 months, just to make sure that your new 
consultant is taking good care of you and is still in Mary Kay? Or would you prefer that I take you off my customer 
list? Whichever you decide is perfectly fine with me.” 
 
“B”… IF SHE SAYS THAT SHE IS USING SOMETHING ELSE RIGHT NOW YOUR RESPONSE: “_________, that is fine. Are 
you 100% happy with it?” 
 
HER TWO CHOICES: Yes or No…. 
 
YES: “Great… would you consider trying Mary Kay again once you’ve finished it? I would be happy to give you a 
special discount as a “get re-acquainted” customer… I have a special for customers like you to re-try the Miracle 
Set (cleanser/moist/Day & Night Solution), regularly $108 for the products, you can get on special today for only 
$69… or perhaps you’d prefer the TimeWise skin care set… the cleanser & moisturizer, regularly for $44, you can 
get on special today for only $29..” Would you rather get the “reacquainted special” today or should I call you back 
in 4-6 weeks? Whatever is good for you is fine with me.” 
 
NO: “Well, if you’re not 100% happy with your new skin care and glamour products, I would be happy to give you a 
special discount as a “get re-acquainted” customer… I have a special for customers like you to re-try the Miracle 
Set (cleanser/moist/Day & Night Solution), regularly $108 for the products, you can get on special today for $69… 
or perhaps you’d prefer the TimeWise skin care set… the cleanser & moisturizer, regularly for $44, you can get on 
special today for only $29..” Whichever you prefer would be fine with me.” 

 


