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Everyone, no matter your role in an organization, has customers. If you work in an internal 

department in a big corporation, you have customers. All of us have the people we help. Whether 

they are clients, students, patients, users, or co-workers, they are people we serve. So, if you are 

uncomfortable with the word customer, replace it with whoever it is that you help. 

Currently, there are many, many different theories and strategies for designing and improving 

customer service and the customer experience. All of these things have value and great ideas for 

improving processes, systems, and procedures but we can never forget one extremely important 

fact.

Customers are people. They’re not personas or segments or actors, they are people, which means 

they want to feel important. We all want to feel important. And we tend to be drawn towards those 

that make us feel that way.

What follows are seven ways that you can make those you serve feel more important:

Use people’s name. You may have to have their account number so you can pull up their 

information on a computer, but once you input that number, you know their name. Use it. If you are 

handed a credit card, you have a name. Again, use it.

Give people a sense of belonging. People like to feel welcome and wanted so make them feel 

that way. Greet people with something positive. A simple “good morning” works. Give people your 

full attention and make them the center of attention. Then, help them. Provide a solution, and if you 

can’t, try to guide them to the person who can. Finally, send them off with a fond farewell. “Have a 

great day” is a possibility.

Encourage input. Ask more, tell less. Give people an opportunity to share their opinions and 

ideas, and pay attention. You never know, they might have a great idea.

Acknowledge people. When you are busy don’t ignore people, make it clear that you know they 

are there. Give them a smile and some acknowledgement like “I’ll help you in just a minute.”    
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Give a little extra.  It could be any number of things, a hand written thank you note, a free sample, 

more options than they asked for, a personal call to ask them if they need any help reading a 

quote, report, or spec sheet. It doesn’t have to be huge, but a little extra says a lot about how much 

you care about their success.

Apologize. If something didn’t go the right way, whether it is your fault or not, apologize for it not 

being perfect. When you take responsibility, it raises your credibility, it actually makes you the 

shining star in the darkness.

Listen. This is just a critical life skill. Listen to people’s concerns and ideas, and ask about anything 

that isn’t clear. You will be surprised at how good listening makes people feel.

We can all do most of these things each day. When we do it makes work more enjoyable and 

makes the lives of those you serve better. It might make your life better too.


