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President’s
Corner

I had a great time
during Community
Day weekend. I saw
many of you and your
families during the
parade as I rode in an
historic Ford pickup
truck representing the
Chamber. Also, the
Chamber sold many
of the Richfield Bi-

11:45 - Informal Networking
12:00 - Light lunch served

Lot s do lunch/!

Wednesday, September 2, 2009
Technology Roundtable

1:00 -

12:15 -Round Table
Adjourn

say is not important
had made it important
by creating precious
memories for all his
customers.

A month later, his
store manager called
me. He told me, “You
won’t believe what
happened when I was
making my rounds
today, T found John-
ny’s checkout line was

centennial T-shirts
during the very hot
and humid festivities
on Sunday. It’s always
great to see the com- \_

Members admitted free with a reservation.

Please R.S.V.P. to 330-659-3300 by August 31.
Non-members bring $11 check payable to Richfield Chamber of Commerce
No-shows will be invoiced $11 for their reserved lunch.
Invite an associate. Bring your business cards to share. Y,

three times longer
than anyone else’s!
It went all the way
down the frozen food
aisle. So I quickly an-
nounced, “We need

munity get together
and have a wonderful time. Richfield
truly is an amazing place to work and/
or live.

Coming up on September 2nd is the
RCC Technology Roundtable. This
event will occur during the normal
time frame of our lunch. It should be
a great opportunity to learn, share and
to walk away with a new idea to try
in your business. T look forward to
seeing you there.

In addition to all of the great ways
technology can help our businesses,
so can an old fashion, kind-hearted
gesture. A while back, T ran across
this story and wanted to share it. It
reminds me that when I am thinking
of ways to retain our customers and
clients, sometimes the best way is to
do something from the heart:

The Simple Truths of Service
by Barbara Glanz, CSP

A few years ago, I was hired by a
large supermarket chain to lead a
customer service program to build
customer loyalty. During my speech,
I said, “Every one of you can make
a difference and create memories for
your customers that will motivate them
to come back.” T simply told the group:

“Put your personal signature on the
job. Think about something you can
do for your customer to make them
feel special: a memory that will make
them want to come back.”

About a month after T had spoken,
I received a call from a 19 year old
bagger named Johnny. He proudly
informed me that he was an individual
with Down Syndrome and told me
his story: “I liked what you talked
about,” he said, “but at first, I didn’t
think T could do anything special for
our customers. After all, I'm just a bag-
ger.” He added, “Then I had an idea:
Every night I'd come home and find
a Thought for the Day. If T can’t find
a saying that I like,” he explained, “I
just think one up!” When Johnny had
a good “Thought for the Day,” his dad
helped him set it up on the computer
and print multiple copies. Johnny cut
out each quote and signed his name
on the back. Then he’d bring them to
work the next day.

Johnny explained, “When I finish
bagging someone’s groceries, I put my
thought for the day in their bag and
say, “Thanks for shopping with us.”

It touched me to think this young
man with a job some people would

more cashiers; get
more lanes open!” And T tried to get
people to change lanes. But no one
would move. They said, “No, it's okay.
We want to be in Johnny’s lane. We
want his Thought of the Day.” He con-
tinued, “It was a joy to watch Johnny
delight the customers.”

The store manager added, “I got a
lump in my throat when one woman
said, “T used to shop at your store once
a week, but now I come in whenever
I go by because I want to get Johnny’s
Thought for the Day.”

A few months later, the manager
called me again. “Johnny has trans-
formed our store. Now when our floral
department has a broken flower or
unused corsage, they find an elderly
woman or a little girl and pin it on
them. Everyone is having a lot of fun
creating memories. Our customers are
talking about us, they’re coming back
and bringing their friends.”

A wonderful spirit of service spread
throughout the entire store and all
because Johnny chose to make a dif-
ference. Johnny’s idea wasn’t nearly
as innovative as it was loving. It came
from his heart. It was real. That’s what
touched his customers and his peers.
Great service comes from the heart...
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