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Sent: Monday, August 02, 2010 10:11 AM 

Subject: YOUR AQUATHIN PEARL OF WISDOM #49 -- GREAT CUSTOMER SERVICE STARTS AT THE TOP 

 

Dear Aquathin Dealer OnLine; 
  

HAPPY 30TH "PEARL" BIRTHDAY !!! 

  

Thank you for the tremendous comments of appreciation for the launch of our Pearl Anniversary 
celebration.  The PEARLS OF WISDOM are to help you and your Team Training to commit to memory 
the major Aquathin "Hot Facts" to arm your Team with and to whip out these big guns in 
educating your Customers exactly what makes Aquathin and Aquathin Dealers the very best in the 
industry.  
  

Here's your PEARL OF WISDOM #49:  WORKING SMARTER TO MAKE LIFE 
A HECKOFALOT EASIER...that's what's in store over the next several weeks 
of Pearls of Wisdom  !!!  
  

GREAT CUSTOMER SERVICE STARTS AT THE TOP !   You've heard me say 
many times, "the sole purpose of Business is to Create a Customer".  
Well...that's a 'half truth'.   The full truth is "the sole purpose of Business is 
to Create AND Maintain AND Retain a Customer...AND Build an Evergrowing 
Solid, Loyal, Customer Base".   And that all begins at top management who 
lead by example.   You all have enjoyed excellent Customer Service from 
anyone you've ever contacted at Aquathin Corp.  Customer Retention 
Management (CRM) is a strong tool internally as well, to retain quality 
people...after all, aren't we all each other's Customers within our own 
companies...and homes !?!?!    
  

Any company with a strong CRM history can weather the toughest of 
economies.  One of the top experts at CRM is Sir Richard Branson.  Enjoy 
this really terrific and timely article... 
  
   



2

Great Customer Service Starts at the Top 

 

Jul 27, 2010 -  

I have always liked Sam Cooke's old hit song, "Chain Gang." It really comes in handy when I'm talking about 
customer service. 
  
That's because delivering good customer service requires that a frontline worker receives supportive assistance 
from an entire network of co-workers — in effect, a chain reaction of teamwork, one that is consistent from 
beginning to end. And when it comes to helping a customer, the chain of assistance is only as strong as its 
weakest link. 
  
I love hearing reports of good care, especially when they're shared by a Virgin customer. But no matter what 
the source, there's usually a lesson to be learned. 
  
Just to prove that I'm not always bashing our competitor, British Airways, I'll tell a consummate customer story 
that involves that other British airline: 
  
An Executive Club passenger sitting aboard a jumbo jet about to leave London for New York suddenly realized 
he'd left his beloved leather coat in the airport lounge. He rushed to the front of the plane and asked if he had 
time to get it. "Sorry, sir, too late," replied a member of the cabin crew. "But don't worry. I'll tell the ground 
crew and they'll have it sent to you." He returned to his seat, convinced he'd never see his favorite coat again. 
  
Seven and a half hours later, when the flight arrived at JFK International Airport, the passenger was amazed 
when an agent met him at the door of the aircraft and handed him his coat. They'd put it on a Concorde flight 
that had beaten his slower 747 across the Atlantic! 
  
(Of course, I am obliged to point out that British Airways can no longer pull off that particular trick, since the 
speedy Concorde is no longer in service.) 
  
It's true that the airline could have put the coat on a later flight and the customer would have been just as 
grateful when it arrived. But going the extra mile builds massive customer loyalty and brand-enhancing 
benefits. You can be sure that passenger talked up the airline for years, and now even the founder of a rival 
company is telling the tale. How great is that? 
  
Let's look at another story that clearly demonstrates the importance of every link in the service chain — this 
time involving Virgin Atlantic. An Upper Class customer's free limo failed to connect with him at his New York 
City hotel. (It turned out the customer had been waiting at the wrong door.) He jumped in a cab to Newark 
Liberty International Airport, a fair distance from the city. Rush-hour traffic was bad; by the time he got to the 
airport he was very angry, running late, and panicking that he'd miss his flight. 
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The first Virgin agent he located immediately seized control of the situation. She calmed the fuming customer, 
apologizing profusely and assuring him that he would not miss his flight. From her own pocket, she refunded 
the taxi fare he had paid, and then rushed him through a staff lane and got him to the gate with 10 minutes to 
spare. 
  
A job well done. Like the leather jacket incident, it demonstrates how great customer service can convert a 
negative into a positive. 
  
Now we come to the part of the story where the chain breaks. During the post-flight debriefing, the agent told 
her supervisor what had happened and asked to be repaid for the $70 cab fare. Rather than congratulating the 
agent on saving the day, the supervisor asked whether she'd gotten a receipt for the fare. When her answer was, 
"There was no time for that," he actually chastised her. He said, "No receipt, no reimbursement. You'd better 
take more care next time." 
  
Clearly, the supervisor was more concerned about rigid adherence to accounting practices than about 
employee initiative. While fiscal accountability is important, especially when an outlay of cash is involved, there 
will always be occasions when an asterisk needs to be marked on the balance sheet. 
  
One thing was certain: Any Virgin employees witnessing their supervisor's scornful reaction to their colleague's 
exemplary deed would be unlikely to display the same resourcefulness. Which means that the customer loses — 
and so does the entire company. 
  
Happily, the story came to the airport manager's attention and he quickly took steps to redress the imbalance 
between company procedures and customer service. He advised the finance team that he'd approved the cash 
shortfall, while the supervisor got a quick refresher on how important we at Virgin think it is to "catch people 
doing something right." 
  
Eventually I heard this story, and it truly impressed me. The next time I flew through Newark, I made a point of 
seeking out the agent who had made us proud. I remarked, "I don't have a taxi receipt, so you probably can't 
help me." Her astonished smile said it all. 
  
No company can train its front-end people to handle every situation, but you can strive to create an 
environment in which they feel at ease "doing as they would be done by." 
  
Good customer service on the shop floor begins at the very top. If your senior people don't get it, even the 
strongest links further down the line can become compromised, as the story shows. 
  
Finally, poor customer service can also be relished… if you experience it at the hands of a competitor! At such 
moments you might catch me humming another old favorite, Aretha Franklin's "Chain of Fools." 
  
  
  

MANAGERS:  THIS IS ONE OF THE ABSOLUTE MOST IMPORTANT POINTS 
TO MOTIVATE-MOTIVATE-MOTIVATE YOUR SALES & TECH TEAM....NO 
ONE DOES IT BETTER THAN YOU ! 
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Demonstrate JUST HOW GOOD YOU ARE !   Hammer this home to your 
Customers...cause they can't get it from the other guy.   If they go with the 
other guy, you've done a disservice to your Customer, to yourself and to 
your family.  Remember to show your stuff!  No One Does It Better Than You 
! 

  

Be sure to review these dynamic bullets with your Sales Force and Tech 
Team Mates.  An Educated Force is an Effective Force ! 

  

         AQUATHIN IS 30 !  THE CELEBRATION OF OUR PEARL ANNIVERSARY BEGINS NOW ! 

  

I LOVE MY AQUATHIN !  AND REMEMBER, THE NEXT BEST THING TO OWNING AN AQUATHIN IS 
RECOMMENDING ONE TO A FRIEND !! 
  
Warmest regards to all...as well, your comments are always welcome and very much appreciated. 
  
FOR THE BEST TASTE IN LIFE &  

30 Years Pure Excellence 

...into another Quarter Century re-inventing the water industry ! 
Think Aquathin...AquathinK ! 
( visit the all new www.aquathin.com ) 
  
** AN ISO9001:2000 QMS REGISTERED / CERTIFIED COMPANY - (IMS 0192) ** 
& 2008 PRESIDENT'S E STAR AWARD RECIPIENT ( visit www.aquathin.com/estar2008.pps ) 
  

        Alfie 
Alfred J. Lipshultz  
President & CEO 
  
P.S. "Splash NewsBulletins", "Forum Q & A" , Biz Bank, Tech Bank and Quote Bank... ARE  ALL FREE services to 
all Authorized Aquathin Dealers and their clients to keep you abreast of technology updates and industry news. 


