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Question: 
 

How do I help create loyal customers?  
 

Answer: 
 

One of the best ways you can help create loyal customers for your 
organization is remembering the four things that all customers want:  

 
1. They want friendly caring service;  

2. They want flexibility (jiggle the rules for them);  
3. They want problem-solving by the first person they talk to;  

4. And they want recovery when youôve goofed up.  

 
Through all of those four things, remember the importance of the 

human level in every interactionðthat there is the business level of 
meeting whatever their external objectives areðbut thereôs also the 

human level which is all about how they feel, how theyôre treated in 
that interaction.  

 
All over the world, when I teach this concept, I ask two questions.  

 
Question number one: ñHow many of youðor how many of you and 

your employeesðhave gone to a doctor where you were only treated 
on the business level?ò and almost every hand in the world goes up. 

 
Then you go to a doctor who treats you on both the human and the 

business levels. You feel almost like a piece of meat, when itôs the 

doctor who only treats you like a body. 
 



 

 

The second question I ask is: ñHow many of you have been managed 

by someone who managed you only on the business level, and did you 
do your best work for that person?ò Again, almost every hand in the 

room goes up.  
 

As weôre thinking about these two levels of an interaction, how people 
are treated will determine whether theyôre going to be loyal to your 

organization or not.  
 

One of the things that we know about a happy customer: they tell 
twelve to fifteen other people today. An unhappy customer today tells 

twenty-five to thirty other people. So you need at least twice as many 
happy customers to make up for one unhappy customer. 

 
Loyalty means that they will put up with extra things from you. If you 

have created a customer that has been treated really well, even if you 

do goof up once in a whileðwhich, as we have human beings working 
for us, will happenðthey will be so loyal that they will continue to love 

your organization, as long as you recover quickly, as we talked about 
earlier.  

 
Creating loyal customers becomes your job security, whether youôre a 

manager or whether youôre an employee of the organization. That 
means that youôre going to be there as long as you have customers 

coming back again, and again, and again.  
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