Tea Shop

“the Artd

‘While most small business owners
understand the value of customer ser-
vice,the concept can sometimes seem
vague. Thatis because customer service
isan area where art meets science.

Kim Nguyen and Cindy Thai, own-
ers of The Loose Teas in Southern Cali-
fornia, know this all 100 well. Six years.
afer their specialty café and bookstore
opened, their commitment to custom-
er service remains a fundamental part
of the business daily operations.

Here, they share how they worked to
improve customer service,

Believe in your vision and product

Nguyen and Thai had always
dreamed of opening a specialty café
and bookstore together, and their pas-
sion remains a fundamental part of the.
business’ daily operations.

“What I love most about tea s ts
abilty to calm and soothe” Nguyen
says. “Whether you drink tea alone or
withimds o carthelp bt
good and at ease. Cindy and 1 try to
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ustomet Service

e teashop
a5 well by using ea to help customers
starttheirdays offright or asa nightcap.
at the end of a long day”

Connect with your customers

by

s e o i persistence
Key.

“We placed vaious mafles and ads
in the local papers but nothing really
consistent as we were working with a
tight budget. Word-of-mouth definite-

owners should make a strong effort to
understand and value their custom-
ers. Every day, she and Thai are on the
oundffcor ming ppodiates
and answeringther questions

uyen sys 15
important for us 10 always be on the
floor because ifs where our customers

hind our growth;” Nguyen says. It took
awhile before business really took off,
but Cindy and I continued our best ef-

2006 that I fet our efforts began to pay-
off when customers that we had made
throughout that first year came back to

are. We want to
sible to create a friendly and intimate
experience. We dort have any interes
in setting up our business i a way
we find too cold or mechanical”

Loyalty and referrals are invaluable

buy gifis and place orders””
Be true to yourself
Nguyen reminds business owners

o remember the practical consider-
ations of customer service. While hap-

us that they wanted us to offer a larger
coffee

‘menu. Wanting to please our
customers, we invested in coffee equi
ment and gave our coffe drinks prom-
inent space on the menu board” Nguy-
en says. “Our coffee sales went up but
the perception of us as a specialy tea
shop changed. What had made us dif-
ferent and unique, which was that we
were a specialy tea shop that brewed
tea drinks to order, now seemed pret
ty insignificant. Today we stil offer a
smal coffee menu, but it never detracts
from the teas, which now always stays
front and center”

nd

Keep an open

Even with strong sales records and.
e efforts, businesses

“We generally get pretty positive feed-
back from our customers regarding
wearealways

d
vertising options. However, marketing
costs can be a challenge for any busi-
ness. As a free and high-yield alterna
tive, local businesses should focus on

should aliways uphold thei.nterests
and vision,

“During our first couple o years,
many of our customers expressed 0

striving 10 be better! Nguyen says.
“There always something new to learn
orimprove upon”
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