
 
 

“I am your customer, do you know me?” 
 

We are all busy. Working hard every day. Busy with orders 
and staff issues. Busy hiring someone, busy firing someone. 
But that might mean that we are too busy to get to know our 
customers. How many of your customers do you know by 
name? What about your employees? 
 
If you, your managers and your staff each “know” 10 
customers that could easily be a few hundred customers. You 
might think that’s not a lot. But if you know the 80/20 
principle, you’ll realise that only a few customers drive most 
of your sales. 
 
At my house, Friday’s are takeaway days. My wife likes KFC, I 
like Pizza. So I go to a shopping centre where there is a KFC 
and Romans Pizza next to each other. I have been visiting 
them every Friday for the last 6 years. Not a single person at 
the KFC knows me, greets me as a loyal customer or 
remembers anything about me. Conny, Vincent, Katlego and 
Tshidi however work at the Romans Pizza, they remember me 
and know what I like to order. When my order is ready they 
don’t shout the number, they look me in the eye with a 
genuine smile and gesture that my pizza is ready. 
 

You can imagine that we eat much more Pizza than KFC. And 
we never eat takeaway pizza anywhere else. We are loyal 
customers. 
 
Now is a great time to implement a new policy at your site. 
And the policy is simple: Every employee must know by 
name, at least 10 customers. They must go out of their way 
for these customers, even when another employee is serving 
them. They must recognise and acknowledge them when 
they enter the site, they must greet them by name, they must 
know what the customer likes to buy and they must make 
sure the customer comes back. That sounds like a lot to do, I 
know, but even if they only do some of it you will see the 
benefit. 
 
The last thing to note is that the customer must know very 
little, if anything, about the employee. Customers will stop 
visiting your site if the employee complains, tells their 
personal stories or gripes. It’s about the customer, not the 
employee and this principle must be thoroughly understood 
by each employee. If the customer asks, just give a positive 
answer and change the subject back to the customer. That 
way, they’ll always feel like the VIP. 
 
 

BEST PRACTICES: 
DON’T underestimate the power of making one customer feel special. Great businesses are built one customer at a time. 
DON’T think that your employees are not capable of making a connection with customers. If they lack communication skills train 
them. 
DON’T forget to ask your employee if this is a TOP TEN customer when they report a problem to you. That is your opportunity to 
create a loyal customer. 
DO create a simple list of DO’s and DON’Ts for employees to follow e.g. Don’t tell your personal stories, answer positively and 
change the subject. Do call the customer by their surname, not their first name. 
DO ask your employees to write down the names of the customers on their TOP TEN list. Encourage them not to have the same 
names on the list or only the customers who tip the most 
DO help them to pick the right “type” of customer. The best is a new customer, who visits the area regularly or stays on the way and 
who would appreciate a place where they are known and appreciated. 
 
QUICK WINS: 
Customers may try to misuse the special attention they receive. Stick to your company policies and help your employees to find 
ways to go “above and beyond”. Often the basics work the most magic. Greet the customer by surname. Quick service. Friendly 
smiles. No out of stocks. Thank you’s and goodbyes. In South Africa, getting the basics right, is frequently enough to impress 
customers. 
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