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Introduction 
Hello and Welcome to… 

The 7 Big Mistakes Experience Based Businesses Unwittingly Make That Lets Thousands of 

Pounds Worth of Repeat Business Slip Through Their Fingers… 

… and unintentionally results in forking out a fortune in unnecessary marketing costs. 

And how you can avoid them – Now 

As you read through these 7 Big Mistakes - and the solutions to the problems they 

create - you'll immediately be in a position to ensure your customers have a great time, so 

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

business, to make more money, more easily, more often. 

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

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

So this is what I’m going to do: today you’re going to learn about the seven big 

mistakes.  

Then over the next few days we’ll be focusing on each one of those mistakes in turn, and 

more importantly, looking at usable ideas you can put into action to turn this around.  

These are what I term my seven essential ingredients. 
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Why you need repeat business 

You’ve worked so hard to get your customers in the first place, so surely you want to do 

everything you can to get them back. Simply saying ‘I hope to see you again soon’ is not 

enough.  

Hoping or wishing them to return needs some action on your part to make it a reality. 

When you consider how much easier it is to get repeat business than it is to get new business 

it makes perfect sense to make sure that your customers get an amazing experience that will 

make it a no-brainer to continue to do business with you. 

And customers who come back for more tell others. 

Without that steady customer base of existing customers every time you want to make a sale 

you have to get in front of someone new.  

Now that's not only expensive; it’s exhausting! 

 

So what are the 7 Big Mistakes I see so many businesses make? 

 

Maybe not all of them, ….  But just making one or two of these mistakes could mean you’re 

letting £’000’s or even tens of thousands of pounds worth of business slip away…… 

And potentially forking out a fortune in unnecessary marketing costs to compensate. 
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Mistake # 1 

Attracting the wrong type of customers  

 

A customer is a customer; yes?  

No. Not all customers are equal.  

There are customers you love to work with, who appreciate what you do and what you 

stand for, who fit in with your culture, and with whom it’s easy to build a good rapport.  

And in return you give your best.  

But, you, like me, know we also get customers we dread. You know the ones; they’re the 

people who don’t appreciate what you do or offer, and nit-pick about everything. They are 

the ones who resent paying you anything but the absolute minimum they can get away with. 

They're the ones you find it really difficult to hold a conversation with because you've nothing 

in common. They're the ones who sit politely and say everything is okay and then give you a 

damning review TripAdvisor.  

Do you want to get this type of customer back to your business? I think not! 

Although it’s tempting to get whatever business you can, if you're attracting the ‘wrong’ type 

of customers who don't appreciate you, you can run the risk of detracting your ideal 

customers.  

And if you’ve absolutely nothing in common you’re hardly likely to look forward to seeing 

them. This will show.  And that’s certainly not a good recipe for long term loyalty. 

 

Essential ingredient # 1 

Love your customers 
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Mistake # 2 

Settling for good, average or mediocre service 

 

Everyone has an expectation for good service, and expectations are constantly rising. So if 

you want to get people talking about you and singing your praises you need to be 

constantly looking for ways to go the extra mile (or even the extra inch!) to impress your 

customer. Make it really difficult for them to contemplate not coming back to you. Always 

leave them with a reason to talk about you and the temptation to return.  

Sadly it is often the little things that can let a business down.  Failing to attend to the small 

details - something that seems small and insignificant to us but may be a high priority to a 

customer - strongly influences the customer's perception. 

The experience a customer receives is influenced by the entire customer journey, from 

research, booking, travel, as well as after they leave. Customers can easily find out about 

you at the touch of a button. But it doesn't matter how amazing your reviews, how many 

stars you've been given by past customers or awarding bodies; these count for nothing if 

your customers don't get an outstanding experience from beginning to end. 

I believe the hardest thing for your competitors to copy is the customer experience you 

create. It's your single most valuable competitive advantage. 

And once you’ve delivered this it’s considerably easier to build loyalty and customer 

engagement. 

 

Essential ingredient # 2 

Outstanding experiences 
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Mistake # 3 

Not realising your customers are spending their 

money elsewhere on things they could be buying 

from you  

 

It’s all too easy to assume our customers know what’s on offer. And because we assume they 

either already know what’s available (or assume they’d ask if they didn’t), we shy away from 

making suggestions. It feels awkward and ‘pushy’.   

So we fail to expose the customer to other options he or she may not even have considered 

thus leaving additional sales opportunities untapped. 

But just think about it for a moment…. 

How would you feel if you went to buy a torch or clock, and you get it home and then realise 

that it needs batteries. And you don't have any batteries that fit. Imagine your frustration. If 

only they'd told you when you bought it batteries were not included and suggested you buy 

some just in case.  

Rather than feeling uncomfortable about someone trying to sell you something you didn’t 

want or need you’d probably be frustrated or even annoyed if they hadn’t suggested the 

additional items such as the batteries.   

What's even worse is finding out that your customers are buying from someone else 

something they could have bought from you. And the reason so often is 

they don't even realise you offer it.  

Essential ingredient # 3 

Give your customers an opportunity to 

say Yes to more 
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Mistake # 4 

Taking your existing customers for granted 

 

Failing to show your appreciation of their custom is an easy way to prompt your customer to 

go elsewhere. Your relationship shouldn't end the minute your customers walk out the door.  

A simple but genuine thank you is a first step to showing your appreciation. 

But remember we said the customer journey continues after they've left? Part of this is taking 

on board their feedback. How often have you seen negative reviews on TripAdvisor or other 

review sites which have received no response from the business? What impression or 

perception does that leave with you about that business? 

And as a valued customer the last thing that you want to see are offers and deals to lure in 

new customers which are not available to you. What subconsciously goes on at the back of 

your mind is all the attention is being given to potential new customers with little regard for 

existing loyal customers. All this does is encourage you to shop around for similar deals 

elsewhere! 

 

 

Essential ingredient # 4 

Appreciate their custom 
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Mistake # 5 

Having no idea about the lifetime value  

of a customer 

 

I am amazed how few businesses use any form of follow up with their customers.  

Your aim is to help new customers get to know you first, then like you, and then most 

importantly trust you. 

And once you've won the trust of a new customer your goal should be to stay on their radar 

by keeping them engaged with you for as long as possible, increasing the lifetime value of 

the customer.  

And in order to do this we need to continue to build the relationship.   

Out of sight is out of mind, so unless we make some effort to stay in touch that relationship will 

just wither and die - and your valued customer forgets all about you. So all the effort you put 

into getting a new customer in the first place just goes out the window. 

And if you think that none of your customers are likely to come to you again anyway; think 

again. Do none of them have family, friends, colleagues or associates who might be 

interested in what you have to offer? They won't be able to tell people how great you are 

unless you remind them every so often who you are, where you are and what you do. 

 

Essential ingredient # 5 

Leverage the lifetime value of 

customers 
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Mistake # 6 

Underutilising your team 

 

You can’t be there all the time, but without the right training, direction and support your 

team, however good they might be, won’t be able to deliver exactly what you – or your 

customers – want or expect. 

And this in turn leads to a lack of consistency. The quality of your offer or level of service 

shouldn’t be dependent on who is on duty on any one particular day. 

Generally what gets measured gets done. So if all the emphasis is on the bottom line and 

rather than the customer experience, this is where the focus will lie.  

I'm sure you like me have experienced places where the team try very hard, but don't quite 

manage to pull it off. We get the scripted auto pilot monologue, but when we ask for details 

they're unable to give them.  

When we ask for something that’s anything other than the ‘standard’ offer we get a ‘job's 

worth’ response. 

When there is a problem we get told that's “not my job” or “it's not my fault”. 

Worse still you get the impression that everyone would far rather be somewhere else; 

anywhere else but serving you! 

These are what I call the Sales Prevention Officers. Do you have any of these in your 

business?  

Essential ingredient # 6 

Develop a Trusted Team 
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Mistake # 7 

Being the worse advertisement for your business 

 

Your business should excite you, if it doesn’t it’s bound to show and impact your customers’ 

experience…… 

It’s all too easy to get wrapped up in the day to day minutiae of your business and take your 

eye off the strategic aspects.  Spending too long in your business, instead of on it, and 

working yourself into the ground does not make for a good host or a good leader. 

You can’t be in your business 24/7 if you are to remain fresh and effective at giving your 

customers the best possible experience. Take a step back, so you can work strategically on 

your business and learn to trust your team and delegate.  

 

 

Essential ingredient # 7 

You 
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How do you fare with each of what I believe there are seven key ingredients in building 

customer  L.O.Y.A.L.T.Y. and paving the way for more business 

through existing customers?    

 

Just to remind you these were: 

 

 

Love your customers 

Are you attracting the ‘right type’ of customers back, those who you love to welcome?  

Outstanding experiences 

What are you doing to add that WOW factor and get your customers raving about you?  

Yes to more 

Do your customers get to learn about all you do and offer and have the chance to say YES? 

Appreciate your customers 

What do you do to show you appreciate their custom?  

Leverage the lifetime value 

How well do you stay front of mind for when they're ready to buy again? 

Trusted Team 

What’s the service culture within your team and does a customer get the same level of 

service no matter who they get to speak to? 

You 

What impression are you leaving on your customers?  

Each day for the next 7 days I’ll be sending you more ideas and questions to help you 

overcome each of the 7 big mistakes and most importantly how you can build on 

each of the 7 essential ingredients to ensure your customers have a great time, so spend 

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

make more money, more easily, more often.  

 

 


