
Happy Customers
 

Maybe it’s because of my Scandinavian heritage, but I just love to visit over a cup of coffee. The 
fellowship is great, but I also learn a lot.   Last week was a good example, when I met three local 
business persons at Grandma’s Kitchen.  I got some great ideas for this column and I didn’t even have 
to buy!

 

The discussion included my focus on marketing strategies recently in this column.  One of them said, "I 
know that it’s important to develop a relationship with my clients/customers, but how can I really do 
that and run the business at the same time?"  After listening and sharing, I said look for this topic soon!  
You folks just identified some very key principles here relating to ongoing customer relations efforts. I 
took some notes and will share them below.  Consider this as a refresher of how to build meaningful 
relationships with your customers.  

 

One comment I wrote down was "I always try to remember that happy customers will usually mean 
more business".  This might seem obvious, but you and I know that we all still encounter 
mediocre customer service from some businesses, which tells me that a lot of companies still don’t “get 
it.” Once businesses discover that the majority of their business comes from happy customers who told 
all their friends and colleagues, you realize that you may need to up the ante on customer service.  
Depending on the type of business, this may mean making sure customers/clients are not waiting too 
long to get in touch with or backing to them, whether it’s on the phone or via live chat or e-mail or 
making sure that support reps aren’t rushing a customer through the process just so that they can “hit 
their numbers.”

 

So, business owner, how can you help to ensure happy customers will lead to more business?  
Encourage them to spread the word about you. Consider a refer-a-friend program where existing 
customers get a discount or free gift for bringing someone new through your doors. You can also 
encourage satisfied customers to share their experiences on social media like Facebook. (Make sure to 
thank them when they do!).  Or as Dwight and Janey reminded me at one of our Small Business Round 
Tables, send out a card to thank them or invite them or just stay in touch.  Unlike so many emails that 
people delete, they usually will open a personal card.

 

Another “cup of coffee gem” that I got was “Don’t hide in the back room or in your office”.  As your 
business grows, it becomes more difficult to get out and interact with your customers. But you still 
need to make it a priority, because nothing beats one-on-one communication. There's no need to stand 
at your company’s front door and greet every person that comes in, but thanks to recent technology, 
you can set up live webinars, post videos and blog regularly to add some personality to your business.  

 

Or you may wish to consider client/customer appreciation events where you book a private room at a 
restaurant and invite your best local customers for wine and hors d’oeuvres. You could have key 
members of your team attend and have a great time getting to know your customers on a more personal 
level.

 



More than anything, your customers want to be heard and getting consumer feedback has never been 
easier. Listen to your clients/customers.  Ask them.  Use traditional means or new methods.  But ask 
them.  

 

One of my business friends said “Be honest”.  Transparency can be tricky but it can also prove 
rewarding once you fully embrace it. Years ago, companies wouldn't dream of sharing with clients the 
information they do now. These days, expectations have changed. If you screw up, say you're sorry, 
discuss how you'll avoid making the same mistake twice and move on. 
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