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An Amazing Customer Service Idea: The Five Dollar Lifeboat

Permission to UseThese Articles
Hello!  Shep Hyken here, and thank you again fort the
opportunity to present my program at the IFA convention.
Here are a few of my favorite articles and blog posts from
this past year.  I hope you enjoy them.  Feel free to use share
them with your colleagues, team members, etc.  If you use
them in your organization's newsletter or online

publication, please include the bio and contact
information.   If you would like more articles like these, go
to http://www.CustomerServiceBlog.com.  You can sign
up for The Shepard Letter, and I'll send you future articles
on customer service and other related business topics.
Thank you again, and always be amazing!

     Tom Glenn, a second generation owner of a chain of
Ace Hardware stores, tells a wonderful story about his
father, Elder Glenn.
     One day an agitated customer came in the store and
walked up to Elder and stated, “I have a problem.”  It turns
out the customer bought two items that each had a $5.00
rebate.  The customer claimed he did exactly what he was
supposed to do to get his rebates, which was to mail the
receipt and the code on the package to the manufacturer. 
The rebates never showed up, and the customer was upset.
Now, it wasn’t Elder’s fault.  It may have been lost in the
mail, or perhaps the customer did make an error.  However,
it became Elder’s problem – a problem he planned to solve. 
And, he did so quickly, easily and with no hassle to his
customer.  Elder simply went over to the cashier and asked
her to take two five dollar bills out of the cash register.  He
handed them over to a surprised customer, who had
obviously expected a confrontation.
     From that point on Elder had a customer – and a friend
– for life.  Every time the customer came in the store he
would seek out Elder to just say, “Hello.”
     Elder would go on to use this example in one of his team
meetings.  He shared this story and referred to it as the “Five
Dollar Lifeboat.”  The lesson to his associates was that for
just five dollars he turned an unhappy customer who might
never come back that might be worth hundreds, if not
thousands, of dollars into a loyal fan of the store.  He gave
permission to his employees to use the Five Dollar Lifeboat
whenever necessary to take care of a customer.
     There are plenty of companies who have similar Five
Dollar Lifeboat procedures.  The Ritz-Carlton comes to
mind with their Two Thousand Dollar Lifeboat.  Okay,
they don’t call it a lifeboat, but similar to Elder Glenn’s
concept, an employee of the Ritz-Carlton has the ability to
spend up to two thousand dollars to take care of a guest who
has been wronged.

     Both Ace Hardware associates and the Ritz-Carlton
employees have been trained to understand how and when
to put this tool into action.  In order for this, and just about
any other customer focused concept to be effective you must:

1. Properly train employees.

2. Empower, which means trust, the employees to
do it right.

3. When they do it right, celebrate the success.  If
they do it wrong, make it a teachable moment
that doesn’t erode their confidence and trust in
the system.

     From that point on Elder had a customer – and a friend
– for life.  Every time the customer came in the store he
would seek out Elder to just say, “Hello.”

Shep Hyken is a customer service expert, New York Times
bestselling author and a professional speaker. Learn more
about Shep’s speeches and customer service training at
www.Hyken.com.
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How to Create a Customer-Centric Culture

     Creating a Customer Centric-Culture.  That’s a lot
of words that begin in C.  Well, this article is about
D’s.  Growing up, in school a D wasn’t a very good
grade.  And, where I went to school, sometimes a D
was slang terminology for a demerit, which meant I
spent a Saturday morning at school in study hall.  Not
a great way for a kid to spend a Saturday.  However,
you and your company will want the following D’s,
especially if customer service and building a customer-
centric culture is important to you.  And, I know it is!

The Six D’s of Creating a Customer-Centric Culture

     Define it.  Customer service is part of your brand
promise.  It is what you want your employees to
deliver.  It is what you want the customer to experience.
Make it clear and make it simple.  For example, Ace
Hardware, known for their customer service, is known
as the “Helpful Hardware Place.”  They have defined
customer service as being Helpful, and in their hiring,
training and customer interactions, they make it clear
that Helpful is what they are all about.

     Disseminate it.  Don’t keep it a secret.  Just because
you’ve defined the customer service experience, at
this point it’s just lip service.  Now you must train your
employees on how to deliver it.  The Ritz Carlton hotel
chain has laminated cards with their “credo” and
several other important core values printed on it.  Each
employee carries the card with them, and in many
cases, has memorized it.

    Deploy it.  It’s time to execute.  The employees
have been trained.  Now it is time to implement and act
on the customer service initiative.  Everyone must
know it and be on board with it – even people who
don’t have any contact with your customers.  They
have internal customers who they support.  Customer
service is everyone’s job.

     Demonstrate it.  Now that everyone knows it and
has been trained, everyone must demonstrate it.  Leaders

must, through their actions, show everyone how it’s
done.  And, everyone else should do the same. 
Everyone becomes a role model for how to deliver
amazing customer service.

     Defend it.  If you see someone doing anything
contrary to what you want the customer to experience,
you step in to help.  This isn’t about reprimanding or
calling someone out for doing something wrong.  This
is a teaching opportunity, and treated as such, creates
a culture that comfortably empowers employees to
deliver great customer service.

     Delight in it!  Take pride and delight in the success
you have with your customers.  Celebrate the success
of the company and individuals who have demonstrated
amazing customer service.

Shep Hyken is a customer service expert, New York
Times bestselling author and a professional speaker.
Learn more about Shep’s speeches and customer
service training at www.Hyken.com.
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Create Your 140 Character Brand Promise

     Recently Pizza Hut placed an advertisement that
they were interviewing candidates for the position of
social media manager.  The catch was that the candidate
had to sell themselves in an interview that lasted 140
seconds.  That may not seem like a long time, but in the
digital age of social media, short, concise and
meaningful messages are important.  So Pizza Hut took
a page from the Twitter playbook, who allows messages
up to 140 characters, and came up with the idea that the
social media manager should be able to sell themselves
in less than 140 seconds.  Brilliant!
     Somehow this reminded me of a TV show I used to
watch when I was a kid; Name that Tune.  With a subtle
hint, the game show host would ask two contestants to
state how few notes they needed to Name that Tune. 
The dialogue went something like this:
     Contestant one would say, “I can name that tune in
eleven notes.”
     Contestant two would say, “I could name that tune
in ten notes.”
     This would go on until one of the contestants
challenged the other to, “Name that tune!”
     So, what’s the point?  Somewhere between Name
that Tune and the Pizza Hut search for a social media
manager is a lesson.  Short, concise and recognition
are words that come to mind.
     Twitter gives us just 140 characters or less to
communicate a message, forcing us to be direct and to
the point.  Can you create a vision or mission statement
shorter than 140 characters?  What about your brand
promise or customer service commitment?
     Even better, is your company so good at what they
do – so recognizable – that in just a few words, that
don’t use more than 140 characters (including spaces)
the typical customer would be able to name your
company?
     For example, can you name that company that is:

•A chain of department stores that is known
for its amazing customer service? (76
characters)

• An airline that has cheap flights, fun flight
attendants and lots of peanuts? (77 characters)

     In one sentence that happens to be just over half
of the 140 characters, these descriptions are clear
enough for the average person to identify the business. 
Why?  It’s what the business promises and obviously
what the business delivers – and what they are known
for.  
     So what’s your brand promise?  Do you deliver
it?  Are you known for it?  Can you state it in 140
characters or less?  Can it be so concise, yet
descriptive, that without mentioning your company’s
name, the customer would recognize it was your
company? 
     Here’s the goal:  Create your 140 brand promise
(or vision, mission, etc.)  Make it short, concise, easy
to memorize and be reflective of what your company
is about, so that if someone heard it they might say,
“I can name that company!”

Shep Hyken is a customer service expert, New York
Times bestselling author and a professional speaker.
Learn more about Shep’s speeches and customer
service training at www.Hyken.com.
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Five Ways to Lose Your Customers

     Want to lose your customer?  Deliver a bad customer
service experience.  And it doesn’t really have to be
that bad.  Sure, if it’s flat out abysmally terrible
customer service you’ll most likely lose the customer,
but sometimes it’s much less obvious.  It can be an
attitude of indifference.  So, let’s get specific.  Here
are five ways that are guaranteed to make your customers
question if they made a good decision to do business
with you. 

1. Don’t acknowledge the customer.  Ever
walk into a store and see employees standing
around.  They are paying attention to everyone
except for you, the customer.  I remember
checking into a hotel years ago.  I walked up
to the front desk with a heavy suitcase in tow,
and the clerk was typing away on his
computer.  After about 30 seconds, which by
the way seemed like much longer, the clerk
looked up at me and said, “I’ll be right with
you.”  About a minute or so later he looked
up at me and asked, “Are you here to check
in?”  I was nice, but I wanted to say, “What
do you think?”

2. Don’t care about the customer.  There’s an
expression that is attributed to John Maxwell
that says, “People don’t care how much you
know until they know how much you care.” If
there is one important part of customer
service, it is that you care – and the customer
knows it.  Apathy kills the relationship and
true caring and concern for the customer
trumps all.

3. Don’t listen to the customer.  Customers
want to be heard, and equally as important,
understood.  It’s one thing to make an error
on an invoice.  It may irritate the customer a
bit to have to call and spend time getting it
resolved.  But if you have a problem that is
due to a breakdown in communication, well

that is the worst Moment of Misery you can
have with your customer.  The customer will
say, “I don’t like doing business with them. 
They just don’t listen and understand me.”

4. Don’t respond to the customer.  It is so
frustrating to leave a message on the phone,
send an email or a Tweet, and get no
response.  A bad customer service situation
gets worse when the company doesn’t respond
to the complaint or problem.

5. Don’t appreciate the customer.  A
fundamental need of most, if not all people is
to feel appreciated.  Customers want to be
appreciated for spending their hard-earned
money at your place of business.   So say,
“Thank you!”  Send a thank you note or an
email.  Let your customers know you
appreciate them.

Shep Hyken is a customer service expert, New York
Times bestselling author and a professional speaker.
Learn more about Shep’s speeches and customer
service training at www.Hyken.com.



The Customer Focus™ Online Virtual Interactive Training

A customer service training program for companies who want to create a stronger service culture that
builds loyal relationships with their customers and a better environment for their employees.

The Customer Focus™ online virtual interactive customer
service training brings our best customer service training direct to
the learner’s computer.  It’s all about creating an amazing customer
experience.  And, creating customer amazement isn’t hard.  It’s
something we can all do and be good at.  And, not just good, but
amazing!

When we hear the term “customer service” we think of tele-
phone hotlines, online help-desks, or someone working behind a
special counter at a store.  No doubt about it, taking action is a big
part of great customer service.  But amazing customer service really
starts in our heads.  That’s because…

Customer service isn’t a department; it’s a philosophy.

It means adopting the right mindset and having the right attitude
about our customers, both internal and external.  It’s about everyone,
regardless of their position, being a leader and role model when it
comes to creating amazing service.

Here is customer service training that is cost effective, perfect
for the company with multiple locations, and available as an
individual license or a group license that could include your entire

organization.  It is perfect as a stand-alone customer service training course or can be used as a follow-up to
our live on-site training (or any other customer service program your people may have participated in).

The Format
There are four courses with a total of 23 chapters.  In Course One the participant will print out an extensive

workbook to use throughout the program.  This playbook will be used to take notes and record how the
participant will use the material he/she learns.  At the end of each chapter there is a short quiz. At the end of
the fourth course there is a “final quiz.” Upon completion if the four courses, the participant receives a certificate
of completion.

By the way, none of the courses or chapters have to be completed in one sitting. The participant can work
for ten or fifteen minutes, come back the next day and pick up where he/she left off.

Our Learning Management System allows a manager or supervisor in your company to manage the progress
of the participants.  At anytime a manger with “administrative rights” can view the progress of each participant,
track some of the key participant responses, view quiz scores, see how much time it is taking to complete the
lessons, and more.

Individual License: $199.00 (Contact us for corporate/group license pricing with substantial discounts.)

Learn more at www.ShepardVirtualTraining.com.



Moments of Magic – 160 page hardcover book..................................... $19.95
One of Shep's bestselling books! This is a clearly written, easy-to-read,
easy to understand guide to customer service, and is for anyone in any job.
Recently updated and filled with information, techniques, and stories, it
will teach you and everyone in your organization to deliver excellent ser-
vice to your internal and external customers. Over 100,000 sold!

The Loyal Customer - A Lesson From a Cab Driver...................$8.95
In this short book/lesson you will learn the difference between a satisfied cus-
tomer and a loyal customer. Frank is a cab driver who knew that satisfied
customers might give him a nice tip, but loyal customers would call him every
time they needed a cab. Read this book and learn the secrets to creating cus-
tomer loyalty!

The Amazement Revolution - 216 page hardcover book ...............$24.95
Seven customer service strategies to create an amazing customer and
employee experience: 1) Treat customers like members, 2) Serious FUN,
3) Create a partnership with your customers, 4) Hire right, 5) Deliver a
memorable "after-experience," 6) Create a community, 7) Walk the walk.
The strategies focus both on the customer as well as the culture of the
company, which drives the customer experience. A New York Times and

Wall Street Journal bestseller!

Phenomenal Customer Service DVD - 80 minute presentation by Shep Hyken...................................................................................$89.95
See Shep in action as he delivers a presentation based on his Moments of Magic book.  You will laugh and learn as Shep uses a blend of magic and
comedy to help you understand how to create Moments of Magic that turn ordinary interations in to memorable experiences.  Have you ever wished
you could see Shep live on stage, want to hear the "Taxi Cab Story" first hand?  Now is your chance, guaranteed to be a Moment of Magic!
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_________________________________________    ________

Email

Name

Address

Company

Phone

City, State, Zip

Credit Card Number: Please circle MC, Visa or AMX   Exp. Date

To learn about our other products, in-house training and speaking programs, please visit:
www.hyken.com

Amaze Every Customer Every Time (book): Send _______ at $24.95...$________

The Amazement Revolution (book): Send _______ at $24.95...$________

The Cult of the Customer  (book): Send _______ at $21.95...$________

Moments of Magic (Book): Send _______ at $19.95...$________

The Loyal Customer: A Lesson From a Cab Driver (Book): Send _______ at $8.95.....$________

Phenomenal Customer Service  (DVD):  Send _______ at $89.95...$________

Special Package - Includes books and DVD: Send _______ at 99.95...$________

Missouri residents please add 7.125% tax.............$________

* Shipping/handling (See below)...............$___8.00__

Total (US dollars).....$________

* Additional $10.00 for International orders.  (Total $18.00)

Please call for quantity discounts.

Just send in form with your check or credit card info.
You can also fax, call us or order online.  Thank you!

ORDER THE SPECIAL ON-LINE AT:
www.AmazementRevolution.com/special
or use the QR Code below to order now.

Contact  Info:

Shep Hyken
Shepard Presentations, LLC
200 South Hanley, Suite 509
St. Louis, MO 63105
(314) 692-2200
FAX: (314) 692-2222
E Mail: shep@hyken.com
Web: www.hyken.com

Amaze Every Customer Every Time – Shep's Latest Book! 240 page hardcover book ................................................................$24.95
When it comes to delivering truly Amazing customer service, everyone in your organization must step up and be a leader.  It doesn’t take a title.

It takes being a role model for others to aspire to. Shep Hyken offers 52 proven Amazement Tools that can transform your   business into a seriously

customer-focused operation…with a serious competitive edge.

The Amazement Revolution

SPECIAL!
The "Package" includes:

Amaze Every Customer Every Time book
The Amazement Revolution book
The Cult of the Customer book
Moments of Magic™ book
The Loyal Cusotmer book
Phenomenal Customer Service DVD

plus  a 1-year ($19.95 value) subscription
to Shep Hyken’s Business Insights.

Normally priced at $210.65.

Special package price: $99.95!

       Just check this box...

The Cult of the Customer - 256 page hardcover book  ...........$21.95
Learn how to design a strategy that leads both customers and employees
through five distinct cultural phases from "uncertainty" to "amazement."
Dozens of case studies show how great companies made this journey,
Hyken identifies the critical internal and external changes that allowed
them to build a Cult of the Customer – and shows how you can do it too.
This is your guide to creating a customer-focused culture that turns satis-
fied customers into customer evangelists. A Wall Street Journal best-seller!


