Show Notes
EPISODE 22 – 5 WAYS TO LOVE YOUR CLIENTS WELL
Hey there, Jenn here - welcome. Welcome to Episode 22 of the
Small Business Made Simple Podcast.
Today’s marketplace is so noisy and crowded and it’s so hard to
stand out. I should know – I’m in social media and marketing –
there’s probably one of us for every street corner in Australia!
So, standing out comes down to 3 elements – know, like and trust.
Trust being a massive one!
It can be hard to get a new client or new customer, even harder to
have them be a repeat customer or client and even harder for them
to become an advocate for your business (you know the clients who tell others how awesome you are!).
So today I thought I’d touch on 5 Ways we can love our clients well. Because success is no accident!
As we work through today’s episode, I want you to be thinking about the last time you had a fantastic
experience with someone you are either going to purchase from or have already? And then perhaps the
complete opposite – who you’d never shop or engage with again because of X (chances are it’s how they
made you feel right?).
But before we get into that, let’s do our discovery of the week – are you loving this segment? If you are do
me a favour and screen shot your phone listening in and tag me in your Instagram stories
@smallbusinessmadesimple.
THIS WEEK’S DISCOVERY!
This week’s discovery is an app called Quik – Q U I K .
With the Quik app, you can create awesome videos with just a few taps. Choose your favourite photos and
video clips then let Quik work its magic. In seconds, it finds great moments, adds beautiful transitions and
effects, and syncs everything to the beat of the music. Customize your story with text, music and easily
share it on our social accounts or with friends. It’s very easy and can be a little fun.
It’s fabulous for building short videos from still photos for Facebook ads – as well as loads of those reasons!
As always, just a little disclaimer, my discoveries are just that and I am in no way affiliated with any of them
but promise to tell you if I ever am. I just love them and from the response of my listeners, you guys, you
are loving them too!
Hey and if you have a little discovery, or something you use in your business that you’d like to share, please
do so. Email me at jenn@jenndonovan.com.au or tag me @smallbusinessmadesimple. I really love to
know what tools you use to help make your life simpler!
5 STEPS TO LOVE YOUR CLIENTS WELL
step one::
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Understand their needs and desires and then create touch points that meet them right where they are!
Building the most heartfelt client experience starts with knowing your clients.
And I’m not just talking about knowing their names and what they do for a living but deeper things like -what they value, what matters most to them, and their personal goals and dreams – know these things and
then creating a series of client experience touch points that meet them right where they are in their
journey becomes simpler!
Plus, if we can create experiences that speak to their pain points -- whatever is standing in their way of
achieving greatness -- then we can show them we are trustworthy peeps who are here to help them reach
their dreams, be that through a flawless wedding, an intentional branding project, or a top notch shopping
experience.
So, let’s go deeper …
Who are your ideal clients?
What do they value? What matters most to them?
Where are they currently struggling?
Bonus point if you can answer these questions:: How can your product or service help them alleviate that
struggle or overcome that hurdle?
What are touch points you can weave throughout your client experience that meets them right where they
are? Maybe that’s through a thoughtful gift; a kind, educational way of guiding them through your process;
or the messaging you use on your website and social channels.

Step 2::
Think back to the last incredible, worth telling all your friends and family kind of experience you had with a
brand.
How did that make you feel?
Chances are, some of your most memorable experiences with other brands centres around a strong sense
of belonging or feeling valued – and other positive emotions.
As business owners ourselves, we want to harness that opportunity to inspire our potential (and current)
clients to feel something whenever they come across our brand online or in person. Not to mention,
authentic emotional responses help us lay the foundation for relationships that last. Making customers
raving fans.
So, let’s go deeper::
How do you want your potential clients and current clients to feel whenever they come across you or your
brand?
Why do you want to make them feel those specific emotions?
What is it about those emotions that will help them have a deeper appreciation for your work, encourage
them to invest in your services, or put them in the proper mindset to receive the full experience you’ve
prepared for them?
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Pro tip: Steer clear of gimmicky emotions that don’t stand for something deeper. Have your clients have
an authentic emotional response – one that will help build better connections with both your brand and
your product or service.

Step 3::
provide consistency
The foundation of every client experience that leads to deeper client relationships and brand loyalty
centres on one thing -- trust.
In my experience, one of the most actionable ways to build trust with your client base is to be consistent.
From your messaging to your imagery to your workflow, from your website to your social accounts, to
offline to actually meeting you – it should all be consistent.
So, let’s go deeper again::
Where are you consistent at the moment? Where are you inconsistent at the moment? If I look at your
Instagram feed and your website – will I see consistency of brand and brand voice? Of you? Do you
onboard new clients the same way each time? Do you greet customers in your shop in a consistent
manner?
How can you incorporate more consistency throughout these potential touch points you listed above?
Pro tip – to build trust you need to know who you are trusting – so if I went onto any of your online sites,
social or web – will I see you? Actually you? Do I know who the person or people are behind the brand? If
no, or if you haven’t shown up as your brand for a while now – it’s time. It’s really time!

Step 4::
Put them first
We need to make it really clear, to our customers, how much we value them.
At the end of the day, we’re building relationships with people, not just going through the motions of
another transaction. So, let’s focus our energy on making sure your clients know that you see them as so
much more than another dollar in the bank!
A huge part of building relationships with our clients begins by simply paying attention to their problems,
being flexible and learning to adjust to meet their needs as they arise and asking quality questions.
Again, let’s dig deeper
When was the last time you did an audit on yourself and your business? When was the last time you went
through your business as a customer? See what they see, do what they do?
If we’re going to put them first, then we need to see what they see! Either put yourself in the customers
shoes or reach out to an industry friend you trust or a friend or family member who will give you honest
feedback! Ask them to audit your client experience workflow from start to finish.
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As they walk through the process as a pretend potential client, they’ll be able to see through fresh eyes
what it’s like to be a potential client, then an active client, and then finally a former client. The point of this
exercise is to get their input on how you can improve your existing touch points.
How can things be more fun, more memorable, or easier to understand? Then, take their feedback and
utilize any valid comments to help you improve your existing client experience workflow!

Step 5::
You Don’t have to break the bank
Giving clients or customers a memorable experience isn’t just about giving them gifts – in fact that might
just break the bank if that’s all you are doing to turn customers into raving fans! I’m not against giving gifts
– it’s just one touch point.
Going above and beyond on a timeline to deliver the finished product ahead of schedule is a great way to
utilize your time and expertise to blow your client’s expectations out of the water.
Remembering their birthday and sending a handwritten note, a recommendation on LinkedIn or a rating or
review on their Google Business page or Facebook page or maybe a coffee card in the mail doesn’t cost
much, but it communicates effectively how much you value them as a person.
Your clients may not remember the custom monogrammed wine glasses you sent them after their
wedding, but I promise you they’ll remember how you served them, how you made them feel, and how
you intentionally exceeded every expectation at every turn.
One of my favourite sayings (and used to be on my wall inside my retail shop) was People will forget what
you did, forget what you said, but they will never forget the way you made them feel!
So for the last time, let’s dig deeper
Brainstorm five ways you can serve your clients through your client experience touch points that don’t cost
you a cent! Think of ideas like delivering an extra feature in that design project they weren’t expecting (but
they’ll love!), being flexible or extending grace in a tough situation, or sending them a joyful, welcoming
email immediately after they sign your client contract or pay your retainer.
1.
2.
3.
4.
5.
After you’ve written them down – start taking action – they are actionable steps after all! How can you put
these steps into your business, into your client experience with you?
As a social media and marketing strategist, my mission is to help you make marketing a priority, take 100%
responsibility for your actions but also be a giver – because the more you help others, the more rewards
you’ll enjoy.
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Let’s continue this conversation in my Facebook Group – Like Minded Business Owners. I’d love to hear
your thoughts. How do you give your clients or customers an experience when purchasing or working with
you?
But that’s all for Episode 22 of the Small Business Made Simple Podcast.
I’ll be back next Thursday with some more marketing know-how and another discovery of course.
If you’re liking the podcast – please head over to where you listen and leave a rating and even a review –
those things are GOLD for podcasters like me! I’ll be eternally grateful, and it helps others find this podcast
and enjoy the free training, tips and tricks too. It could be the best gift you give them!
Feel free to leave me a DM on Instagram with any comments or ideas (including fab discoveries)! The DMs
seriously make my day!
Catch you next week,
…….. and remember small business peeps, as my opening song says, there’s no point in dreaming small!
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