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Spencer has office 
hours on Friday after-

noons.  Stop by and say 
“HI”! 
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In February each year the Wellsville Area 
Chamber conducts Board of Director elec-
tions to fill seats vacated by retiring direc-
tors and to allow some existing directors to 
run for a second 3 year term. 
 
We would like to be pro-active and reach 
out to the membership for folks who are in-
terested in being on the ballot for the 2012 
election.  To be eligible you must be an 
owner, manager or employee of a member 
business.  The amount of time and dedica-
tion is really up to the individual and their 
availability.  There a monthly Board of Di-
rectors meeting at noon on the third Thurs-
day of each month which lasts about an 
hour.  It is held at the Chamber office on 
Main Street in Wellsville and each director 
is responsible for providing lunch, once a 
year, for the group of 15. We do ask that all 
directors, if possible, attend the monthly 
meeting.   We do have standing committees 

of Membership Services, Communications, 
Economic Development, Events and Cul-
ture and Beautification.  We would ask that 
each director serve on at least one commit-
tee.  Most committees meet monthly or less 
and are scheduled for the convenience of 
the committee members. 
 
Serving on the Chamber Board is a very 
rewarding experience and you will have a 
chance to help form Chamber policy and 
share in our vision of what Wellsville and 
Allegany County can be in the future.  We 
have had several members express an in-
terest but we need more. 
 
Please contact me with questions!  If you, 
or someone in your organization is inter-
ested in being on the ballot in 2012 please 
let us know!  585-593-5080�
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Editor’s Note: 

Recently I was made aware of an entertaining blog 
written by an employee in the retail industry.  Since I 
have a background in retail I found it immediately of 
interest.  For those of you who have been or are  

working in retail, this will ring a bell.  For the rest of us 
who are shoppers, it’s still fun.  If I had discovered this 
earlier, it would have been in the December issue...but 
still relevant.  

With that in mind we bring you Confessions of a  

Loony-Magnet.  ��������)����*�����������
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�����������  Ads  are always free to Wellsville Area Chamber Me mbers!   
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It’s Good Business To Do  

Business With Chamber 

 Members! 
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Keeping your existing 
customers after spend-
ing time, effort and 
money to get them is 
very important to your 
survival and growth. 
Here are some ideas to 
consider.  
*Use their name often  
* Give more than they 
expect  
*Hire friendly and caring 
people  
*Always say Thank You  
* Change with the times 
and industry  
* Show customers the 
benefits for them  
*Ask for customer input  
*Match or exceed com-
petitors  
*Reward customer loy-
alty  
*Treat your employees 
well  
*stay in contact with 
them by mail, email or 
phone  
*Handle problems 
quickly and with a smile  
*provide customer edu-
cation  
*Give VIP treatment  
*Keep looking for new 
products & service  
*Use your employees 
ideas  
*Smile often-it’s free!  
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����8 Ways to Make Customers Love a Local 
Business 

Many local businesses are content if their customers seem “generally 
satisfied” overall. Others aspire to something more -- they seek the 
kind of passionate customer satisfaction that inspires glowing thank 
you letters and backyard fence comments like “My plumber (or dry 
cleaner, pet groomer, dentist, insurance agent, hair salon, etc.) is 
really great! I highly recommend them.” 

If you suspect customers aren’t quite feeling that kind of love for your 
business, you’ve probably got some work to do. In a sense, customers 
who aren’t wholeheartedly with you might as well be against you. 
Customers who lack the love factor can actually be more damaging to 
your business than those who do business with your competitors. 

That’s because people who aren’t yet customers of yours might at 
least try you out in the future. But those who are blasé about your 
business have already tried out your product or service and found you 
lacking in some respect. That’s not good.  

Earning true customer loyalty – the kind that translates into recom-
mendations and referrals – takes commitment, innovative ideas, en-
ergy and a little old-fashioned elbow grease. You, as business owner, 
must clarify for everyone else just what it is you want to accomplish 
with customers. This includes partners, employees, vendors and others 
who support what your business does. 

And lest we forget, customer “love” also translates into a better bot-
tom line. A recent American Express survey found that 75% of small 
business customers are willing to spend more with businesses that 
provide great service – up from just 58% two years ago. 

And here’s the kicker: A hefty 78% of consumers have bailed on a 
transaction or not made an intended purchase because of poor service. 

Here are eight things that will help customers find the love: 

1.  End the obstacle course. Take the initiative to find out when cus-
tomers need (or will soon need) service or help – before they have to 
ask. The magical customer service moment is when your call, email or 
postcard offering help arrives as the precise moment the customer 
needs it.  Meanwhile, make it clear to each and every customer ex-
actly how they can get service or help from your business when they 

need it – including a name and contact information. 

2.  Avoid customer hot potato. Whenever possible, the person who 
speaks to a customer first should “own” that customer for the duration 
of their visit. Companies send signals of disrespect by passing off a 
customer to “someone who can better help you with your prob-
lem.”  Yeah, right. 

3.  Streamline your website. Many small business websites seem 
cobbled together – a collection of different areas with different termi-
nology and logic for getting around. Figure out one look and message 
you want to send, and stick with that. 

4.  Fix (for real) the big issues bugging your customers. Millions of 
businesses ask, ever so thoughtfully, “How can we improve?” That’s 
good. But how many really listen and act on what they hear? Custom-
ers read inaction as lack of caring and won’t bother to respond the 
next time you ask. A business that makes changes based on what it 
hears from customers earns more love. 

5.  Invest in customer loyalty. Customers have had it with loyalty 
programs that are just too much work or offer skimpy benefits. Try 
offering customers something without them having to ask or pay extra 
for it. 

6.  Offer customers real choices. Don’t bind customers into the fake 
choice of letting them “opt out” of something. Let them know up front 
that they can decide to get emails, offers or whatever from you and 
give them a choice. 

7.  Make someone responsible. Maybe it’s you. Or perhaps you 
make it part of someone else’s responsibilities. Either way, you call 
attention to your company’s passionate and persistent commitment to 
customer care. Be sure to reward employees publicly for exceptional 
customer care performance. 

8.  Put your money where your mouth is. Define specific customer 
care objectives that are right for your business, put some resources 
behind them, and figure out how you will measure the results. 

  

Daniel Kehrer is Founder of BizBest (www.bizbest.com), a free infor-
mation service for small business, and editor of Marketing Matters 
(www.dexbusiness.com) and ShopTalk: Social Media 
(www.dexsocial.com). Twitter: @BizBest © 2011 BizBest Med 
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