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There is definitely such a thing as being "too nice.” Don't ket yourself get

trampled over by your chents, coworkers, or boss. Four industry consultants show

you how to sat healthy workplace boundanes in the salon

BY SREE ROY

t's only natural o want o make all of your clients,
coworkers, and superiors happy, bul sometimes you need

Lo il Vour Bodsl divwn on their (3t tmes unreasonahle)
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being walked over springs directly from not being true 1o
the self, which usnally reveals itself in the form of & "yes'
when one shaould have said ‘'no,™ savs Erin Rhines, market
ing manager with Salon Training Intermational, "By aking
r'-."-|'-1|||*~l|'||| ty. it becomies casier (o see whao's really in con
trol here. OF course, it's easier to blame clients, coworkers,

or bosses for the trampling, but the truth about being taken
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sdvantxge of rests on no other shoulders than our aen,

Bryan Durocher, president of beauty consulting firm
Murocher |':|ah.'||.l:|i.~u='-\. Inc., adds. "I ol i tink WOHIR o lie=nvts. are
vour friends, vou've forsaken the most important boundary
you can have. You need a professional personable relation
ship, not a professional persorl rebationship.”

In addinion o Rhines and Durecher, we've compaled the
b=t advice from “Caach Krisi” Valenzueks, president of Crys
tal Focus lnc., and Mancy Friedman, president of customer
training company The Telephone Doctor, on how to handle

different scenarios with vour pashy cliems, cosorkers, or boss,



YOUR CLIENTS

B Scenario #1: vour dient wants you 1o stay late of come in on your day off,
How te bandla it: 5imply say, “1 wish | could, but unfortunately that's not
going to work for me.* Offer to reschedule the client on a day you're avail-
able or ask her if she'd like 1o see someong who's open during the hours
that are conveniant for her.

If you have a family say, "I made a promise to my family that that
would stay family time. ™ This makes it hand for the client to argue back
without sounding sefish,

If you don't mind coming in during your off-hours, tell your dient you don’t
normally make gxceptions to your regular hours, but in this case it will work
out. If you'ne going to sdd & surchange to the bl for the inconvenience, lat
your chent know this before the apgointment. (Mote: Be careful about this.
Dnce you start making conoesions, it will be easer for dients to continue to
take advantage of you.)

B Scanario #2: vour client tells you mare about her personal life than
you'd care 1o know of is asking yau fior intimate details of your life.

How tohandle it: Acknowledge and redinect. For example, if your dient says,
=1 thirk my husband is cheating on me. What do you think?® You respond
by sapng, “m 50 50y 1o hear that, but | don’t really knoww anything about
that. But | did want 10 ask you: what did you think about that nail hardener |
et you try out last week

I your chent wants to know sbout your personal e, redirect the conversation
toward the client. For example, if she says, “How's your love life?” You
respand by sayng, “Its fine. How was your weekend?™ Or say. 1 usually don't
share that information.

& good nde of professionalism is the SO0¢10 nule — 90% of the conversation
i5 about the client, and 10% abowt you. You can fit into the 90%: salon
education about the senvice you're doing for her, home-care instructions, and
upcoming pramations. In general, the more a chent gets to talk about ey
workd, the mona satisfiad she'll be after the appointment.

B Scenario #3: vour chent expects favors, like a free polsh changes,
How to handls itz VWhen your client asks about a polish change, nip the
problem in the bud by saying, *I'd be happy to change your polish today.
Your mvestment would be $9.° If she protests you've done it for free in the
past, say, “I've really made a commitment to charge for these services, |
can't afford to give senvices away anyrmane. |'m sure you can understand,

Refer the client to the salon menu, and tell her about any promations
your salon occasionally runs that inchude complimentary pelish changes,
Tell her from now on, o be fair, you have to charge for your polish changes,

I you're willing to do your client the favor, ket her know you'ne doing it
bacause she's a good clent and you appreciate her business,

m Scenario #4: vour client s Up i arms that you'ne ralsng your prces.
How to handla it: Unapologetically tell the client why you're raising prices.
For example, say, “1've been reinvesting in my education to bring you better
quality services and products.

ou've most kely been preparing your chents for the price increase for
several months. Poant out the notice you've graen her and let her know you
understand if she needs to find & new tiech, You have to charge what you're
waorth. There will always be a new client willing to pay the price and take
the spot.

B WORST-CASE: vou iose a client for not giving in 1o her demands.
How to bandle it: Feel good you made a space for an sdeal chient who will
respect your time and sennces

It happened to me...
[readers share their
nushiest-client stories]

Abcut five years 9o arcund
12:20 a.m. on a Sunday, my
home phone rang. My husband
angwered and a4 male voice
asked if | was home. After my
hiusband asked whin was calling, the man said
hie's ome of my “best clients,” and be wanted
me ta come and give him a pedicurs. My hus-
band replied, *Buddy, I'm not sune you under-
stand what time it 5. My wife is not going 1o
ghve you a pedicure at this hour. You need 10
shepp thes one off and contact her on Monday
for an apposnbment during business hours.

The client then put his wife on the phone,
whao begoed me o come in to the shop and sd
I'd recedve "a tip | couldn’t refuse.” The tip was
wery hand o tunm dovwn, bt | did.

Thee: P 5till remained my client for quite:
Fevhibe — uritl he started expecting me to keep
him company while he soaked for 10 minutes
in the footbath. i 1 left the pedicure room, he
ool yedl my name wntil | retuned. | became
wery uncomlortable, and we parted ways. After
the fact | found out through a fims other saloms
i oy county that be had been baered fiom their
salns for the Bxact Sme Measons.

o Kl

1 el ot e B0 prweLImIOnEE vwhien & chient calked
o it e on T thind day 10 ™58 how | was
o, Mo mone than 30 feconds later, dhe wal
hiriting &t coming owir 1o my howte 25 | could
d e ik, | had 10 explain that | had peu-
ronia with a fever of 1047 and thal even hold-
i the phone was paindul for me. She said she'd
call e back in & couple of days 1o see i | vwould
b ready to return. | wound up Mg out of
etk o four vapiks.
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