






 

  

more powerful than any one 
firm could offer. 

Combining our knowledge of 
your business, the personal 
relationship we share with our 
clients and the consulting tools, 
support and networking power 
of the Principa Alliance, we can 
help you achieve more with 
your business than you 
imagined possible. 

Our goal is to help you build a 
stronger, more profitable 

business, and enjoy a higher 
quality of life and greater 
financial and personal 
freedom as a result. 

We can and will do so much 
more for you than just ‘keep the 
score’. 

Contact us today to discuss how 
we can help you build a 
business that delivers on its 
promise. 

We are not your average 
consulting firm. Far from it. 

We are members of the  
Principa Alliance—an 
international network of 
accountants and business 
advisors. 

So when you work with us to 
improve your business, 
you're gaining access to a 
global knowledgebase and a 
wealth of consulting 
experience that is much 

About our consulting services 

DISCLAIMER: Information provided in this publication is intended as general information only and should be consid-
ered carefully for your own business situation before use. This firm and any associated companies accept no responsi-
bility or any form of liability from reliance upon or use of its contents. 

Steps for Achieving Excellent Service Recovery 
Go out of your way to make 
the customer comfortable. 
If you know the problem may 
take a while to solve, do 
whatever you can to make 
your customer comfortable 
during the wait. 
Maintain an objective frame of 
mind 
If someone is angry, don't take 
it personally. They're angry at 
the problem, not at you. So 
just listen. Let them get their 
feelings out. 
Stay positive and calm 
Apologise for the difficulty, 
even when it wasn't your fault. 
Never blame others for the 
problem, or tell them it's 
something that "always 
happens". 

Resolve the problem quickly 
Try to determine the fastest, 
most effective way to solve the 
problem. Offer reasonable 
alternatives if you can't give 
them exactly what they want. 
Follow through 
At a later time, make sure that 
the problem was solved to the 
customer's satisfaction. Send 
a letter of apology, a gift, or 
premiums such as coupons, a 
free item, or additional 
service. 
Look at the big picture. 
Determine if the problem is a 
recurring one. If so, figure out 
ways to prevent it from 
happening again. 

When a customer is 
dissatisfied, it's important to 
get things back on track as 
quickly as possible. Use the 
following steps as appropriate 
to help you get there: 
Find out what the problem is 
Listen carefully. Ask 
questions, and paraphrase to 
be sure you understand the 
problem. 
Find out what the customer 
expects to be done about it 
Listen to what the customer 
wants you to do. 
Take personal responsibility 
for solving the problem. 
Offer to help. Explain the 
options to your customer 
calmly. 

Profit Builder 
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