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“The average American business loses 
15% of its customer base each year.” 

  ~ US News and World Report

• 68% of customers leave because of poor or indifferent service
• 14% leave because of an unsatisfactorily resolved complaint
• 9% leave because of price
• 5% go elsewhere based on a recommendation
• 1% die

 

   Which means…
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82% leave because of a 
customer service issue!
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“If you can stop 5% of your customers from 
leaving you, you can increase 

your bottom-line profit by 25% to 95%.”
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Love Your 
Customers…
The Money 
Will Follow
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The 
Customer 
Service
Pyramid
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Where do you start? 
At the BOTTOM.
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Q: What’s one word that 
describes your customer 
service philosophy?

www.menti.com  Code: 21 22 96
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Your policies are a direct 
reflection of your philosophy.
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Customer Friendly (Or Unfriendly) 
Policies

Store Hours
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Customer Friendly (Or Unfriendly) 
Policies

Payment Methods
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Customer Friendly (Or Unfriendly) 
Policies

Returns
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Don’t Nickel And Dime 
Your Customers!
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Customer Friendly (Or Unfriendly) 
Policies

Bathrooms
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Customer Friendly (Or Unfriendly) 
Policies

General Attitude
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“Never let an incident create a 
customer unfriendly policy that 
punishes the many for the bad 

behavior of the few.”

           - Bob Negen
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Customer Friendly (Or Unfriendly) 
Policies

Handling Complaints
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“Thank 
You.”
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“What would you like me to do?”
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Your employees are the direct 
connection with your customer.
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The Right Fit

YOUR 
IDEAL 

EMPLOYEE
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Hire attitude.
Train skills.
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Properly Trained

Selling Skills
Product Knowledge

Process & Procedure
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Live The Culture
Inspired and Led by YOU!
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Your store is the space where 
the magic happens.
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Operational 
Excellence
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What do you do to 

WOW 
your customers?
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Theater Tickets for Best Customers

Peter Mohr
Shoetopia, Waterloo, ON 
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Send Champagne and Cupcakes
Stacey Pecor
Olive and Bette’s, NYC
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Thank You Bouquet

Maureen Doron
Skirt, Philadelphia

“We worked a deal with a local florist - $35 
for a beautiful bouquet including delivery. 
We get an immediate reaction - EVERYONE 
posts it on social media and tags Skirt !

They can't believe that it is just a straight-up 
gift - no strings. No one sends flowers any 
more… The flowers have real impact.”
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Thank You “BombBomb” Video Email
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The 
Customer 
Service
Pyramid
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www.RetailMasterySystem.com
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Q&A
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