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Hello and Welcome to… 

21 Ways to Wow Your Customers to create naturally loyal long term 

customers, who spend more, come back more often and refer you to all their 

friends.  

Now, I’m sure as you read through many of these you’ll be think “well, that’s 

obvious!” 

BUT what I’d urge you to do as you read through all 21 Ways to Wow Your 

Customers is review whether you are actually doing this or not, and if so 

honestly how effectively. 

As you read through these 21 Ways to Wow Your Customers - you'll see that most 

of these ideas aren’t difficult to do. 

And just as importantly they’re not expensive. In fact 17 of the ideas here shouldn’t 

cost you anything. And of the other four, they needn’t cost you much either, if 

anything at all.   

Compare the cost of any of these with the cost of traditional marketing 

campaigns.  

You’ll soon be in a position to check off what you do well already and what more 

you could be doing to ensure your customers have a great experience, so spend 

more on each visit, and want to come back enabling you to get more repeat 

business, to increase sales and get more referrals and recommendations, and 

ultimately make more money, more easily, more often. 

 

In the next few minutes you'll be reading your copy of my guide. 

But I don't want you to just read it; I want you to take some action. 
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Introduction  

It’s estimated it costs anywhere from 5 to 8 times more to gain a new customer 

than it does in getting repeat business from your existing ones. When you consider 

the cost associated with new business - advertising, marketing, sales people, etc. - 

this becomes obvious.  

It's also estimated that over two thirds of customers will fail to return if they feel 

unappreciated. This is the number one reason businesses lose customers.  

So it makes sense that whatever your business based upon these two statistics, it is 

obvious your business needs to place as strong an emphasis on keeping existing 

customers as it does on gaining new ones.  

Let’s face it, you work so hard to get new customers through the door, so surely 

you want to do all you can to keep them, get them spending more, and referring 

you to others. 

Your existing customers have the highest likelihood of re purchasing as they 

already know (and hopefully like and trust) you. 

So, if we want customers to be loyal, we must provide 

them with enough reasons. 

Loyalty isn’t driven by price; it comes from giving your customers what they want, 

building relationships and giving them something they won’t get from your 

competitors.  

Customer satisfaction is not the same as loyalty. Sadly a satisfied customer doesn’t 

necessarily remain loyal, particularly if something better comes along!  

But evidence also suggests that customers can continue to buy from you without 

being 100% happy with the product or service. For example: when it’s just too 

much hassle to change. (Think banks.) 

So don’t mistake long term custom for loyalty.  I’m sorry to disappoint you, but this 

isn’t loyalty, it’s just taking the easiest option!   

Loyalty is when given a number of other easy options the customer still chooses 

you. Even when things have gone wrong, they give you the benefit of the doubt, 

and continue to support you. Even if you are a little more expensive, or they need 

to go out of their way, they recognise the added value you give and want to 

retain that. 
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So here are just  21 Ways to Wow your Customers and for you to 

review.  

As you read through the suggestions I'm certain you'll read of things that aren't 

new to you.  And you'll read of things that you are already doing, and you’ll read 

of things you’ve tried in the past.   

The thing is this - it's often little things that make a big difference, so unless you 

are doing everything listed here already, there'll be some ideas you can 

implement.   

So even if you've tried them before, the market is constantly changing; if it was a 

while ago, why not have another go, but with a different theme.   

Just tweaking one or two little things could make a big difference to your 

customers’ experience and get you one step nearer to converting one, some or all 

of your customers into naturally loyal long term customers, who spend more, 

come back more often and refer you to all their friends. 
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1. Engage as early as possible 

The sooner you get talking to and building rapport with your customers, the sooner 

you’ll find out what they want. The more you get to know your customers the 

easier it is to anticipate their needs, and deliver what they want on a consistent 

basis to keep them satisfied.  

Get involved in conversations about your business on social networks to help build 

a relationship early on, and show you’re listening. Nothing gets a prospective 

customer’s attention more than a speedy, personal and friendly response to their 

mention of you on Facebook or Twitter. 

Be visible in your business, making personal contact with your customers to build 

rapport and trust. They are then far more likely to tell you what they want and 

what would encourage them to return. 

Ask questions, (in a conversational way, not an interrogation), confirm 

requirements, let them know what to do next, offer helpful suggestions and 

information.  

People like people like themselves. Find things you have in common with them 

and relate to these. If nothing else use their terminology, their phrases and words, 

not yours, that then relate to your customers and keeps them engaged. 
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2. Personalise Your Automation 

Hands up if you’ve ever had a letter addressed directly to you, but then starts 

“Dear Sir or Madam…”?   

Show there is a real persona behind your systems and automated processes. Your 

answer phone message, your mailing list, your order or booking confirmations, 

legal statements, and so on.  

Do they just give the minimum requirement, or do they reflect some personality 

and a human touch.  

Personalise confirmation of bookings or orders so they know there’s a real person 

involved, not just an automatic email. 

Add a bit of humour if you can. Speak in your customer’s voice, use their language 

and terminology, and use these to build rapport not alienate.  

Add some variety e.g. if you have regular callers change the answer phone 

message from time to time,  use these as a way to promote your business and 

explain why you’re not there that shows you and your business in good light. Make 

light of your automated queue systems. 

Use some positive language in your messages such as promise, grateful, 

personally, appreciate, you, please and thank you. 

And finally make it really simple for a customer to have a real conversion with a 

real person if they want to – no hiding behind web forms or recorded messages. 

 

3. Show you actually care 

Show your customers you care about them by talking about them, not you. No 

one cares how much you know until you show how much you care. Look happy, 

be approachable, smile, listen and show your interest; get to know what’s 

important to them.  

The more you know about their priorities, the easier it will be for you to give them 

what they want and home in on the things that will add value. Keep up-to-date 

with what your customers want from you by listening to them.  

Inauthenticity shows and is hard work. If you don’t like people then delegate 

customer service and any customer facing roles to someone who does.  
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4. See things through your customers’ 

eyes 

Take a step from behind your desk, counter, office, or wherever you use as your 

base to conduct business and take a look from your customers’ perspective. 

At every step….. 

Think about every touch point on your customers’ journey; starting  from finding out 

about you e.g. through search engines, directory listings or review sites, making 

enquiries via your website, phone or calling in, booking, ordering, visiting, etc., right 

the way through to follow up, after care or repeat purchases.  

Take that step back and detach yourself from your business and review every 

stage as a customer. What and where are your glitches, weaknesses and blind 

spots? 

Better still ask others to do this; start with your team; you’ll be amazed what they 

pick up on. Ever better, enlist the help of a mystery shopper.  

But PLEASE don’t get defensive or make excuses. If something doesn’t work well, fix 

it! 

 

5. Solve your customers’ problems 

Be proactive and be one step ahead of your customers by offering them things 

they want. This involves listening and responding, but also imaging what else either 

complements what you offer, or what’s the next logical step – even if they don’t 

know they want this yet.  

It’s a bit like buying your child an electric guitar for Christmas and the shop 

suggesting you might also like a set of headphones so you can cut out the sound 

of the relentless practising. In this case it’s a win-win as you make an extra sale too, 

but it might be something you offer as part of the package, as added value.  

Think beyond your own products and services. Maybe it’s something best 

delivered via a joint venture or third party business. What you’re doing is taking 

away the headache of finding this or solving the problem. 
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6. Build Up Early Deposits in the 

Emotional Bank Account 

Creating a great first impression builds up credit and sets the expectation for 

everything that follows.   

Having a poor first impression leads to ‘buyers’ remorse’ and an expectation that 

things will be bad.  So your customer will look for every little thing that backs up 

their initial perception, seeking confirmation. Putting you on the back foot before 

you start.  

By building up a ‘credit balance’ IF something should go wrong at a later date 

you have something against which to draw, so your customer will be far more 

forgiving and just put that down to a temporary blip. Leaving you time to recover 

the situation…. 

 

7. Become the Fountain of all 

Knowledge 

Nothing establishes your credibility and builds trust with your customer better than 

knowing your stuff.  

Customers like to be guided and are reassured by confident (not arrogant) 

people.  Become the go to person for your ‘expert’ subject.  Get your team 

enthused too. 

Use this to tailor your suggestions to meet your customers’ needs so you can make 

personal recommendations and give relevant advice. 

This shouldn’t to be limited just to your products and services. Be knowledgeable 

about other factors that can impact your customers’ experience over all. 

Keep everyone informed of anything that might impact your customers in any 

way. What’s happening where – both within the business and locally. What’s not in 

stock, where they might be delayed, when you’ve had quality shortfalls, what’s 

being discontinued. 

Knowing what’s happening locally:  traffic conditions that might affect their 

journey, a news report on a comparable product, one of your products being in a 

TV commercial.  

Be one step ahead and keep your customers informed. 
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8. Be Flexible 

Avoid being so bound by your own rules that you can’t be flexible. Be prepared to 

offer or find alternatives.  

On the one hand you don’t want to swamp your customers with too many options 

– all that does is confuse! But, it doesn’t mean to say you can’t find an alternative 

if that’s what your customer wants.  

Even if you can’t get exactly what they want, what’s the next best thing? Maybe 

you can’t get that today, but you could get it if for them by then end of the week. 

Or you might not have the particular brand they requested,, but you do have this 

one which is comparable and you’d be very happy to let them try it first, or have it 

for the same price (even though it normal sells for a bit more). 

Think about it; which is better – saying no and saving yourself a bit of bother, but 

losing that customer to a competitor who can give them what they want. Or 

going out of your way to source or think of an alternative solution, that your 

customer appreciates, and retain the business? 

It’s a no brainer really, but I’m always amazed at how often as a customer you get 

met with a ‘no we don’t do that’. 

 

9. Reward Loyalty  

As a loyal customer, the last thing you want to hear about is an offer that’s only 

available to ‘new’ customers.  

Show your appreciation and make your loyal customers feel special by putting 

together bonuses, deals or events which are exclusive to them. Even sharing some 

of your trade secrets and valuable tips.  

It doesn’t matter if this is for them personally or to share or pass to a friend. It’s the 

gesture that counts.  

Set up privileged access to special products, upgraded services, valuable 

information, previews, invitations to private events, or exclusive deals. Something 

that’s of value to them, and not available to new customers.  

The more exclusive the better. 
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10. Remember your Customers 

Remember your regulars and make them feel valued.  

Never under estimate the impact when you remember someone’s name 

especially when they aren't expecting it (and getting the spelling right when you're 

writing it down).  

Remember their preferences. Do they have any particular likes and dislikes, what is 

their favourite product, brand, or combinations, do they have any particular 

requirements.  

Do we know any of the personal circumstances that may be relevant to offer 

something special e.g. their birthday or any special anniversaries, kids’ names and 

ages, key things happening in their world?  

Remembering such details will always be appreciated.  

Record their personal details and any special requirements so whoever is on duty 

the welcome your customer receives is consistent. 

 

 

11. Help your customers to celebrate  

Something that’s seems insignificant to us might be a big deal for a customer. 

Share in their excitement if they’ve some thrilling news to tell you; congratulate 

them on a major success; share their enthusiasm for a brilliant idea or new project.  

Note anniversaries or key milestones in your business relationship, and celebrate 

with a thank you.  

Follow through with a personal and worthwhile ‘gift’ or memento to get their 

attention. Receiving a card or an invitation to celebrate is a pleasant surprise, and 

adds a very personal touch.  

Note their birthdays and anniversaries on your database, and then invite them in 

to receive their special gift or offer. (If this helps them celebrate, remember people 

don’t normally celebrate alone, so this could provide ideal opportunities to bring in 

new customers, too.)  
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12. Be generous 

Offering guarantees, tasters, try before you buy, free samples, upgrades on 

availability, all builds trust and just as importantly makes the customer feel valued, 

and that they are getting value. Yes, you’ll get free loaders, but the benefits will 

generally far outweigh the negatives.  

By giving things away you are utilising the law of reciprocity – your customers will 

feel they want to give back – be that with their custom, referrals or additional 

spend. 

What you give away doesn’t have to have much monetary value – it’s often the 

personal touch behind it that will be remembered.  

 

13. Listen and Respond to feedback  

Never take your regular customers for granted; ask for their feedback and resolve 

shortfalls quickly. Listen and observe so you can avoid any problems before they 

arise. 

Face to face feedback will always win over a comments form or questionnaire.  

Ask them what they like and what disappoints them if anything, so you can learn 

from this and continually improve.   

Customers will be flattered if you ask for their opinions. So also ask for their 

feedback on how things can be improved and their recommendations and new 

ideas.  

Then keep them up to date with the changes they’ve made to demonstrate that 

you have been listening. What a great excuse to invite them back again to show 

them the changes you’ve implemented? 

Create a culture of continuous improvement by encouraging your team to ask for 

customer feedback and come forward with their own suggestions of where and 

how things can be improved. 

 

  



21 Ways to Wow Your Customers  12 

Copyright © Zeal Coaching Ltd and Naturally Loyal 

www.naturallyloyal.com  

14. Save Your Customers Time and Effort 

Anything that saves your customer time will add value.  

If people have to queue, make this as painless as possible. Can they doing other 

things whilst queuing which will save time once they get served – filling out forms, 

reading information that might help with their buying decision? At the very least 

being kept informed of progress and seeing the queue moving.  

Review all the touch points on the customers’ journey – where can time be saved; 

waiting for web pages or images to load, phones being answered more quickly, 

keeping on top of orders so purchases can be dispatched quickly.   

A minute here, and a second there may not seem much individually, but add 

them all together and you might save your customers considerably time. 

Do customers ever have to repeat information they’ve already given, double 

back to access things they need, or duplicate processes, which not only waste 

their valuable time, but take more effort on their part. Even if these are industry 

norms can you be the first to break the mould and do things differently?  

On the other hand you don’t want customers to feel rushed, so apply time savings 

sensibly and appropriately. 

Never compromise quality for speed.  

And don’t use it as an excuse for staff members to cut corners or make mistakes. 

It’s a fine balance. Test and review and tweak accordingly. 

 

15. Consistency +1% 

Ensure your customers’ second, third, or 30th visit is at least as good as their first.  

Have systems in place to ensure you're able to deliver the same level of service on 

a consistent basis.  

Review your customer journey regularly, and see everything from a customer's 

perspective to be sure to deliver on every occasion. With regular customers this 

means continuous improvement, as they will have set expectations, which we 

need to strive to exceed on every visit. 

Simple things delivered well will always be better than trying to be over 

sophisticated and delivering it badly. 
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16. Turn tragic moments into Magic 

moments 

Problems or challenges are often your opportunity to shine and leave a positive 

lasting impression if dealt with positively.  

Now’s a chance to exceed expectations.  

For a start say “sorry”.  

 It can be easy to get defensive when we receive feedback, particularly when we 

feel it is not justified or we totally disagree with it. But something must have 

triggered their perception.  So listen to what your customer is saying. 

Aim to turn a negative into a positive. The least you can do is apologise (even if 

you're just apologising that they feel that way) and demonstrate what changes 

you've made if appropriate.  

Never accuse. And the very last thing to do is make excuses or blame the system 

or your suppliers. Your customers aren’t interested!  

The way you handle the situation is what your customers will remember and if you 

can go above and beyond to resolve the problem, even when it’s down to a third 

party, customer error or even act of God, it’s your resolve of the situation they’ll 

remember, not the cause. 

 

17. Trust your Team 

Nothing frustrates a customer more than being told by a member of staff that they 

don’t have the authority to make a decision or approve a simple request.  

Even more so when the only person who can make the decision is nowhere to be 

found. 

Give your team the authority they need to make decisions based on their role and 

individual strengths. Give them license to inject their personality into how they 

converse with customers. If you’ve recruited the right people, you should be able 

to trust them to adopt their own approach. 

Empower everyone in the team to make their own personal recommendations 

and suggestions to customers as they see fit to meet the customer’s needs; it’s 

always the personal touches customers remember. Encourage everyone to spot 

opportunities to do something out of the ordinary for your customers that leaves 

them feeling they've received extraordinary customer service. And give them the 

confidence to add their own little touches of magic to wow your customers. 
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18. Nip it in the Bud 

Be upfront with your customers. If there’s something you can’t deliver or that’s not 

right let them know at the earliest opportunity, before it becomes a problem. Offer 

alternatives if necessary and then keep them informed of the situation.  

And if something has gone wrong due to an error on your part, take it on the chin, 

apologise and find a way to put things right. Don’t wait to be asked to correct it or 

compensate; do this automatically as early as you can.  

 

19. Give Little Unexpected Extras  

Delivering what you’ve promised is a given. 

This is going beyond that. It doesn’t have to be massive - going the extra mile is 

good, but just going the extra inch or two can make a difference (and still leaves 

you with more in the bag to pull out next time!) 

Simple things such as getting back to people quicker than anticipated – speed 

always impresses; including something you thought they’d like just because you 

know it’s their favourite (the fact you’ve remembered this will of course earn you 

bonus points); gift wrapping or packing something with a personal touch or 

greeting because you notice it’s for a special occasion; including something extra 

just because you think they’ll appreciate it due to e.g. the weather, time of day, 

who they have with them.  

All these are unexpected extras – all of which are tailored to the individual and 

situation. So make your ‘extras’ relevant, well timed and personal. 
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20. What’s the Last Impression? 

What’s the very last thing your customers see, hear, smell, taste or feel as they 

leave. 

What will your customers remember most about doing business with you?  

Whatever happens in the last few moments of their transaction that will 

undoubtedly influence their lasting impression.  

It could be the bill, and whether they see it as value for money. It might be the 

wait to part with their hard earned cash, or the way the payment is 

acknowledged.  

It might be the attitude of the last person they speak to on the way out or in your 

car park. The offer of help (or not) carrying items to their car. It could be the route 

to the car via your backdoor, the view behind the scenes you’d rather they didn’t 

see; or a visit to your toilets, which might not be as pristine as you’d have them at 

home.  

What’s the last conversation they hear as they leave? Is it all genuine smiles and 

sincere thank yous, or do they get to hear the back stage gossiping and gripes? Or 

the complaints about how busy they’ve been and how tired they are, or about 

how poor your payment process because of the slow internet connection which is 

why they’ve been kept waiting.  

Do they feel appreciated and that you’re sorry to see them go?  Or are you 

unintentionally making signs that you’ve other more important things to be getting 

on with? The equivalent of impatiently looking at your watch or getting the Hoover 

out!  

It may not be obvious, but letting them know you’re running late, that you’re 

relieved it’s home time or closing time, showing signs of rushing them out of the 

door or off the premises.  

Any one of these could influence your customers’ lasting impression. The one they 

remember when they get home, or next time they’re thinking of doing business 

with you…. 
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21. Say Thank you 

One of the simplest ways to get your customers’ attention and to make them feel 

special is by following up and saying thank you. Not just an automated email, but 

a personal note. Even better is a hand written card or letter with a real signature 

(and not on stuffy, formal business stationery). Better still if it’s a card that reflects 

something about that particular customer.  

In this digital age nothing will get your customers’ attention better than something 

physical landing on their doormat rather than clogging up their inbox. 

It not only shows your appreciation, but it will give them something to remember 

you by.   

 

…..And a bonus point 

22. Define Your Customer Service Values 

Define the experience you are aiming to deliver.  

Although I’ve put this point last; it’s probably one of the most important points to 

ensure you get your team engaged in delivering an outstanding service to your 

customers. 

I ask my clients to imagine the conversations taking place once a customer has 

left. What would you like customers to feel, say or do as a result of their experience 

with you? 

These should help to define your customer service values. Values aren’t just a list of 

words that sit in a folder somewhere; they should be living and breathing.  

Spell out the actions and behaviours you would expect to see when you and your 

team are living these values.  

Then communicate these and put systems and resources in place to enable 

everyone to live by these values each and every day.  

If you’d like help defining your values, let’s talk about how I can help you with this 

key activity. Email me at caroline@naturallyloyal.com  
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Summary 

Everything here assumes you’ve already got the basics right.  

It should be a given that you have total confidence in your product or service 

offering, and this is always up to standard.  

If you don’t have faith in it, how can you expect your team or customer to put 

their trust in it? 

Observe common courtesies and general good manners. I know this sounds 

obvious, but when we are in a rush or spinning plates, sometimes it’s the little 

courtesies that get overlooked. Such as making eye contact and acknowledging 

customers the second they arrive, even when you’re tied up on other activities or 

with other customers. Giving every customer a warm welcome, answering the 

phone promptly, calling when you say you will; showing your customers you care 

about them. Holding the door open, saying please and thank you, writing things 

down so you don’t forget what customers ask for. 

Tell the truth, keep promises and always deliver what you say you will. If you don’t 

believe you can meet a request, say so; don’t leave your customer with a false 

hope. This includes keeping to time schedules – which of course extends to being 

on time in everything you do. 

Make sure things work as they should; have pens that work, hand over things the 

way that a customer wants to receive them.  Check the cleanliness of your 

premises, signage, printed material…. And staff. If you can’t maintain your 

environment, what does it say about your products or services? 

Give your team the appropriate training, tools and systems for them to meet your 

customer service values. Brief your team so that they too can recognise and 

remember your loyal customers and empower them to deliver what your 

customers want and expect. 

All these are small things, but when combined make a massive difference to the 

customer’s perception and can undo all the hard work in other areas. 

Focus on doing the little things well. 
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Always bear in mind the things that are of high value to your customers so you can 

give added value. These don’t need to be the expensive items, but might be the 

little extras that make all the difference to your customers’ experience.  

The thought behind them is often far more important that their monetary value. 

Give people a reason to talk about you. Always look for an opportunity to go that 

extra mile to wow your customer to make it really difficult for them to ever 

contemplate not coming back to you. Always leave them with that open 

invitation and tempt them to return. 

None of these ideas will have any impact on your customers’ experience unless 

you take action!  So make a plan today.   

What can you action straight away? 

 

So, what are you waiting for? Start today.   

Make a plan and take some action. Now. 
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About Caroline Cooper 

 

Caroline is the founder of Naturally 

Loyal, which specialises in helping 

businesses develop their teams to 

deliver outstanding customer 

experiences and create naturally 

loyal customers. 

Caroline’s career spans over 28 years' 

experience in the hospitality, leisure 

and tourism industry and she now 

shares her knowledge and 

experience across a range of 

independent businesses, with the sole 

intention of helping them convert 

one time buyers and passing trade 

into naturally loyal customers, who come back to do business with you time and 

again. 

She is author of the Hotel Success Handbook (rated No1 on Amazon for Hotel 

Marketing) and is a regular columnist for Hotel Industry Magazine as well as 

featuring regularly in other business and customer service publications and on 

stage. 

 

Office/ fax: +44 (0)1403 752487 

Mobile:  +44 (0)7887 540914 

Follow me on twitter @carojcooper 

Connect with me on LinkedIn www.linkedin.com/in/carolinejcooper 

Facebook www.facebook.com/naturallyloyal 

Website www.NaturallyLoyal.com 

Blog www.naturallyloyal.com/blog/ 

 

Naturally Loyal is part of Zeal Coaching Ltd 

Registered in England No 5341489 

 

http://twitter.com/carojcooper
http://www.linkedin.com/profile?viewProfile=&key=4931190&locale=en_US&trk=tab_pro
http://www.facebook.com/naturallyloyal
http://www.naturallyloyal.com/
http://www.naturallyloyal.com/blog/

