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Creating Customer Loyalty – Clients are Watching What You Do© 

 
Let’s talk a little bit about how you show up for your clients, and the difference that 
showing up in small ways can make for you over the long term.  
 
This is a story of something that happened to me this 
week. Probably 12 or 13 years ago, when I owned the 
Touch Therapy Center (a medical massage clinic that 
I owned when we lived in Knoxville), I had a client 
who was an older lady who liked only a specific kind 
of music during her massages. It was very hard to 
find the kind of music that she liked. I tried half a 
dozen CD’s for her, but most of the things that I tried 
were not for her.  
 
We finally found a CD one day that was an old Reiki 
CD I had. She loved it. I played it every time she 
came into the office. She came in to see me about 
every other week for a massage. But that CD was 
very old and it was no longer available to purchase. I 
looked everywhere for it, all over the Internet. I even looked on Ebay for it. She looked for 
it locally and online, too. Neither of us could find it. Eventually, I cut a copy of that CD for 
her and gave it to her to take home, because she wanted to be able to listen to it at home 
at night when she went to sleep. 
 
Fast forward all these years later. We moved away from Knoxville, and I sold the 
massage therapy practice. And suddenly all these years later I received a package in the 
mail. I noticed that it is from Eileen, the woman I worked on. In the package was a new 
CD. It was a CD of music similar to the old CD I copied for her, along with the sweetest 
letter. In the letter she said, “You might not remember that you made a special CD for me 
years ago that I so loved. I have listened to it over and over and over again, almost daily 
all these years. And every single time I listen to it I think of you. I finally found another CD 
with the same kind of music that I love to listen to, and I wanted to return the favor. So I’m 
sending you a copy of this new CD. I hope that you like it. I wanted to let you know that it 
meant so much to me that you had gone to the trouble of making the copy of that music 
for me when we couldn’t find it to purchase anywhere. I think of you often, and I hope our 
paths will cross again.” 
 
The lady is older now. She’s retired but she’s still a very active volunteer. In the letter she 
went on to tell me about her life now. When I got the letter and the CD I thought, “Oh my 
gosh. You never know what little act of kindness or little act of customer support is going 
to be helpful to another person.”  



 
When I made that copy for her I spent a couple of hours looking all over the internet 
trying to find it for her. I didn’t want to give away my own copy because I used it with 
other clients. The time it took to make the copy for her was nothing to me. I was happy to 
do it. I didn’t think it was any kind of a big deal. But to her it was a really big deal!  
 
You never know. You just never know when what you say to others has a big impact on 
them, or impresses them. I have had this happen to me so many times in my coaching 
practice. More often than I ever though, people write to me and say, “You told me 
something years ago and I’ve never forgotten what you said. And I thought about it a 
million times and it really did change my life.”  
 
I’m so honored by that. Wow! I never think about that kind of impact when I talk with 
people. But we do have that kind of impact. You do and I do. We all have that kind of 
impact. This is a little story and a little reminder that what we say, what we are willing to 
do, or how we extend ourselves to others really can and does make a difference in their 
life. We can impact others deeply, even if we think nothing about it. 
 
Your clients are watching every move you make, everything you say. So be mindful and 
careful what you say and what you do in relationship to others who are you clients and 
customers because you really are having an impact on them. Your impact is often far 
greater than you think. 
 
This is Sue Painter, founder of The Confident Marketer. I invite you to go to my website 
at http://confidentmarketer.com to get my weekly top content and my free e-book, 20 
ways to Build a Business without Frustration and Overwhelm.” I’m happy to give it to you, 
and wish you much success in your business. 
 
I work with small business owners who want to succeed and live from a solid ground of 
emotional and business clarity. I can help with decision making, content creation and 
pricing, and online marketing. If that would support you, I invited you to schedule a time 
to chat with me by dropping an e-mail to mailto:sue@confidentmarketer.com. 
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