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Do you have
repeat customers or

loyal customers?

What's the difference between

repeat clients and loyal clients?

Answer: Repeat clients do busi-

ness with you simply because you're conven-

ient or offer lower prices. Loyal clients return

time and again because they genuinely like you

and your employees. They do business with

you because they l~a1'1t to. The long-term

effects of this simple truth on your salon busi-

ness can be staggering.

Unfortunately, most people assume busi-

ness is good because some clients are, indeed,

coming back. An example is the local "ideo

store Ipatronize, I'm annoyed that, despite the

fact that I go there regularly, the employees

treat me like a stranger. The service is poor, but

I keep returning because I'm not willing to

drive another 15 minutes just to pick up a

video. I'd consider myself a repeat client-but

I'm certainly not loyal. The moment a competent competitor opens in my neigh-

borhood, the first store won't lose just some of my business; it'll lose it all, And its

owner w.ijJ bdarnc the Q~Onouly) the competition und crcn "those turncoat cllcnts,"

The good news: With a relatively small amount of training it's easy to create a

major boost in client loyalty. The training needs to focus ofi1lhe three key areas

that easily huild loyalty and boost sales, None of these skills require you to work

harder-j ust a li ule smarter.


