Customer First: UJin
Customers for Life

Less theory, more usable actions

"Today we'll make it easier for your customers to choose you—again and again."




Jhy Customer-First?

Remove Friction Louvver Costs

Customers return to businesses Retention costs less than constant

that make things easy acquisition

UJord-of-Ulouth

Great experiences create organic referrals




Prepare Your

Pitch

Acouisition + Retention

What they struggle with

UJho

Your ideal customer
Problem
Promise

20 words max
Proof

Real results

Retention Hook

Why they'll return



nat "Customer-First”" Actuallu [Uleans

Start wuith Their [Ueed

Not our convenience

Design for darity

Speed, care—whether shipping or serving

(Ueasure UJhat Theu Feel

Outcome, ease, confidence



JJnaot Drives Retention?

Universal Drivers (All Businesses)

®) : o :
(O Reliability L) Responsiveness
Consistency customers can count on Quick replies and fast action
@)) Convenience DJ Value
Remove friction at every step Worth the money invested
@{‘7 Lrust 8% Recovery

Transparency builds loyalty Fix problems gracefully



Product vs Service

Product Businesses

« Quality & durability

« Stock accuracy & ETA

« Packaging & shipping

« Easyreturns & warranty

« Subscriptions & refills

Drivers

Service Businesses

« Professionalism & punctuality

Clear scope & SOW

Outcome quality

Progress updates

Maintenance plans

0 Activity (1 min): Star 2 'global’ drivers you'll emphasize, and 1 'model-specific’ driver to improve this month



Hnouwu Your Ideal Customer

1 Nust-Senve
vS. nice-to-have customers

5 Ccontext
When and why they need you
Constraints

3

Budget, time, location

because _

Quick activity (60s): "We're best for




Jobs-to-Be-Done Frameuwuork

o

Functional Job emotional Job Social Job
Problem solved Feeling achieved Signal sent
Products Services
Solve usage pain: quality, reliability, convenience Solve process pain: time, expertise, trust

LJ  Prompt: "After we help them, they want to feel



Value Proposition—In Their
UJords

Problem =2 Promise
- Proof

Value
Proposion

Template

"Whenyouneed _______,wedeliver_______soyoucan



Voo the Customer Journey

Find 1
Discovery
2 Consider
Evaluation
Buu/Book 3
Decision
4 Receive/Start
Onboarding
Use 5
Experience
6 Qet Help
Support
Return/Refer 7
Loyalty

At each stage: Remove one friction, add one delight



(Noments That Ulatter

Product Businesses Service Businesses
e [irst Delivery e Response Speed
ETA accuracy Booking ease
e Unboxing e Arrival
Setup clarity On-time punctuality
e Returns e (larity
Easy exchanges Scope & next steps

[J  Exercise (30s): Pick one moment YOU NEED TO FIX



Service & Fulfillment Standards

———0——0—

Response lime largets Products Services
Calls, texts, emails, DMs Ship windows, packaging quality, Arrival windows, professionalism,
return window completion confirmation

Deliverable: Draft 3 standards and publish them




Communication Plaubook

Default Channels

Phone « Text « Email « Social DM « Confirmations « Reminders

01 02 03

Qreeting Quote/Estimate Delay/Issue
First contact script Pricing clarity Problem notification
04 05

Follovu-Up Apologu/MUake-Right

Check-in message Recovery script



. Speed WiNs

Response Target Autoresponders

Within 1 business hour Next steps & timeframes

{riage System

New leads vs. active vs. issues




Recovery Actions bu (Ulodel

Products Services

« Replace/refund/repair e Redo/rework

« Prepaid return labels « Partial credit

« Proactive status updates e Priority re-schedule

« Documented fix

n

"We missed the mark. Here's what | can do right now: _____




Service Failure Recovery Frameuuork

Acknouuledge

Recognize the issue

Apologize

Take ownership

'

'
l
'

Agree [Uext Step

Clear resolution

Close Loop
Follow up



Simple Feedbadk LOOPS

One-Ouestion Check-INs

1

QR or link « Name optional
5 Products

Rate unboxing/setup/first use « NPS after 14-21 days
3 Services

Rate arrival, clarity, outcome « NPS after job completion




Universal Retention Tactics

Products Services Both
Refills, subscriptions, reorder Maintenance plans, packages, seasonal  Thank-you + next-step reminder,
reminders, how-to tips, accessories, reminders, progress reviews, referral remember preferences, consistent

warranty registration program standards



(etrics That Ulatter

Universal Netrics

Rating scale Loyalty measure First reply speed
Product Netrics Service Uletrics
. Reorder rate « Repeat booking rate

. Days-to-reorder « Churn/cancel rate

e Return rate o« On-time rate

 Activation/usage e Rework rate

Rule: If you won't act on a metric, don't track it



People & Training

Teach Staondards

Scripts first
Shadouu Once

Watch & learn
Try Once

Practice together
Do Alone

Independent work

Praise in public, coach in private




lools on a Shoestring

All Businesses Products Services
Shared inbox or single phone you Simple POS + inventory + shipping Booking link + calendar +
check « Template snippets labels « Order tracking page estimate/invoice « Job-status texts

Consistency Beats Complexitu



Customer-First = Loyalty

Remove friction + Add delight

Design &Experience
Rnouu Customer <

Deliver Value

Improve & Repeat
& Qather Feedback

Make it easier for your customers to choose you—again and again.



Prepare Your

Pitch

Acouisition + Retention

What they struggle with

UJho

Your ideal customer
Problem
Promise

20 words max
Proof

Real results

Retention Hook

Why they'll return
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