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Tammy Lawman:  Hi, everyone.  I’m honored to introduce you to our next featured 
guest for small business CEO Magazine.  Her name is Barbara Khozam and she is an 
internationally recognized speaker, trainer and motivator with more than 10 years’ 
experience captivating audiences across the globe and she brings refreshingly different 
approach to our seminars that’s because when you listen her speak, you know you’re 
listening to someone real, someone who can relate the new challenges you encounter 
every day and who could truly help you make changes you set out to make.   
 
Her professional career began with no designs on becoming a speaker and trainer.  She 
earned a BS in Chemistry from the University of Santa Clara in California and was well 
on her way to a successful and lucrative career as a chemist but she knew she had yet to 
find her true calling.  Fortunately for her and for the many people whose lives she’s 
impacted, she found that calling when she joined a similar company as a speaker, 
trainer and motivator.   
 
Having also spent five years as a professional beach volleyball player, she enriches her 
presentations with the real-life lessons she’s learned in the competitive world of 
business and sports.   
 
Since 1999, she’s presented in seven countries speaking to more than 800 audiences and 
more than 35,000 people.  Customizing every seminar to meet the specific needs of her 
clients whether working with multinational corporations or small businesses, she instills 
a sense of determination and purpose that empowers people to make real and lasting 
changes.   
 
I’d like to welcome Barbara Khozam.  Barbara, thank you so much for joining us. 
 
Barbara Khozam:  Thank you Tammy.  Thank you for having me.  I’m excited to be 
here. 
 
Tammy Lawman:  Awesome! I know our small business owners and our entrepreneurs 
are going to be excited to see you on the cover of our magazine.  And we’re here to talk 
about bad customer service today.  So let’s start with why are customer service and great 
customer experiences more important than ever? 
 
Barbara Khozam: Great question Tammy.  Well, in my opinion customer service has 
always been important but in today’s economy and with all the choices the consumers 
have, exceptional customer service is becoming the determining factor.  If a company 
wants to not only survive but if they want to thrive, they have got to provide this.  You 
know, I don’t know about you, but what I’ve noticed lately is it seems that bad customer 
service is the norm and consumers seem so accustomed to getting lousy service that 
when they’re treated well they’re surprised and even shocked.   
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I like a saying by best-selling author Ken Blanchard.  He said, “Rude is in and smiling is 
thin.”  Kind of funny and it just seems like nobody seems to care the lazy stuff, late 
deliveries, we expect that the list goes on.  So it’s not just good enough to satisfy our 
customer because here’s the problem.  Satisfied customers, meaning not necessarily 
happy or sad.  They’re just satisfied.  They are extremely flexible.  So both change 
companies in a millisecond if they get better service somewhere else.  So I believe our 
goal is to create raving fans for customer because these people come back time and time 
again and they become our sales force because they tell everybody how wonderful we are 
and that’s the whole point.   
 
So there’s one more thing too and I believe nowadays that social media plays a huge part 
in this.  You know it used to be when a customer had a bad experience, they will tell 10 
maybe 13 people but now with things like Twitter, LinkedIn, all that stuff, people can tell 
hundreds even thousands of people in a minute about their bad experience and that’s a 
problem.    
 
And Tammy, I don’t know if you’ve ever had this happen where – this happens to me all 
the time.  I'm looking for a new product or a company or something and so the first 
thing I do is I Googled them.  So I Google the company name, followed by the word 
reviews and that’s how I determine whether I’m going to pick them or not.  That’s 
exactly how I picked my vet for my cat is I had one company in mind but they had two 
bad reviews so I switched over to another company and that’s when I made my decision.   
 
So I truly believe companies like Yelp and Angie’s List who rate companies based on 
customer feedback are going to play a bigger role and help people choose where they 
spend their hard earned cash. 
 
Tammy Lawman:  Oh yeah, I totally agree with you Barbara.  It’s so much easier to find 
information on a company and get a referral for them over the internet.  So that’s a 
really, really good point to make.  So how does bad customer service affect the bottom 
line? 
 
Barbara Khozam: Well, like I just said, we all know that happy customers are repeat 
customers and they tell their friends but because of bad customer service is I think it’s 
shocking.  I’d read a study by a company called Genesis, I believe their name is, and they 
had three statistics that kind of stuck with me.  It says first one, the average value of 
each lost business relationship in the US per year is $289.   
 
Second, the percentage of consumers in the US who have ended a business relationship 
due to poor customer service is 71% to me that’s huge.   
 
Check out this last one.  The estimated amount that US businesses have lost each year 
due to poor customer service is $83 billion dollars.  That’s huge.  I know and I think you 
know company’s know that it costs six times more to get a new customer than to retain 
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an old one.  Companies know that and successful companies hopefully are evaluating 
the loss of the lifetime value of the company, not just from one transaction but the loss 
from the lifetime of purchases of that customer with your companies and the numbers 
when you add all this stuff up is astounding.  But there’s one more piece of the money 
puzzle I personally think we need to consider.   
 
Many companies I’ve consulted with start out thinking their customer service is just 
fine.  They blame their marketing then I’ll do either a mystery shopper call or a mystery 
shopper visit and I’ll present the results and usually they’ll change their mind because 
here’s what I observe.  Many companies spend lots and lots of money on marketing and 
advertising to get the customer to do something like come in or call or sent an email but 
if the customer takes one of those actions and they’re greeted with indifferent or they 
can’t get through the line or no one returns their email, then we immediately lost that 
customer and these companies think, oh the marketing is not working when in fact it is 
working, but customers lost during that first encounter with us.   
 
So I believe they’re spending too much money on marketing.  They’re not training their 
employees and managers on the behaviors that will keep and wow our customers and 
they’re not teaching managers how to lead and hold employees accountable.  So I believe 
there’s got to be some kind of tools, metrics, something so they can evaluate how they’re 
doing so that all these pieces can fit together nicely so we’ll know where to spend our 
resources. 
 
Tammy Lawman:  Fabulous.  Barbara do you also find that people typically spend more 
of their budget on marketing than they do their customer service areas? 
 
Barbara Khozam: Absolutely.  Usually, when companies are trying to cut down, the 
first piece they cut down is the training department.  That’s the first people that go.  
That’s the first department to get the cut but I think that’s detrimental especially in the 
cases I just described. 
 
Tammy Lawman:  Awesome!  So you talk about how good customer service has to start 
at the top.  What do you mean by that? 
 
Barbara Khozam: Yes, well, I mean that and I’ve seen this time and time again with my 
clients is that if the CEO, the president, the top honcho, whoever you want to call him or 
her, if that person is truly not on board with delivering exceptional service and if they 
don’t demonstrate those behaviors themselves and they don’t support the culture, it 
allows their employees to deliver the service that just won’t happen.  I mean it’s that 
simple.  I’ve seen it time and time again.  I'm hired to come in and I do a series of 
customer service trainings and I do follow-up meetings, accountabilities, I do the whole 
works and all starts out great, but if upper management isn’t supporting those 
behaviors, then it never ever works for the long-term.  Let me just give you an example.   
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One of my clients, I won’t name them, was a small company who made toys.  Now, that 
seemed like it would be a great company first of all to work for and it would be kind of a 
fun work environment.  So my goal, I was hired to get the teams to work together more 
effectively.  The executive said, “Oh do you know the employees lack communication 
skills.  They don’t know how to communicate with each other especially during a 
conflict.”  So of course, the first thing I did, I had a tour and I noticed that each team in 
their own department worked fine.  That was fine, nothing was abnormal. 
 
Then I decided to have a team or have a meeting with one team and in that meeting was 
a manager from that team and a manager from another team and the first few minutes 
of that darn meeting, oh my goodness, those two managers just started going at it.  They 
were arguing with each other.  By looking at the employees, I could tell by their faces 
that was nothing new.  So naturally I had a meeting with the management team.  We 
talked about this.  I wasn’t convinced I got their buy-in, but you know they kind of 
agreed.   
 
Then I met with the highest level executive and it was very clear to me, he had his mind 
made up.  He didn’t want to hear anything negative about one manager.  He didn’t want 
to hear anything positive about the second manager and he could care less about the 
third.  So it was pretty obvious to me where the problem started.   
 
I did my job and we did great for three months and then sure enough they went right 
back to their old ways because it starts from the top.  But you know what?  I want to give 
you – can I give you a more positive example? 
 
Tammy Lawman:  Sure. 
 
Barbara Khozam: Sure, good.  I’m excited about this one.  I had one of my most recent 
projects is working with a large medical group in San Diego called Kaiser Permanente 
and they have over I don’t know 2000 employees.  We just finished a huge initiative 
where we trained all their employees, all their managers, all their doctors.  I personally 
taught over 60 of these sessions myself so I got a great feel for the inside culture, 
attitude and all that.   
 
Well, this new CEO or director whatever his name is, he’s like the head administrator 
has only been with the company less than a year and he started this customer service 
initiative and the employees I could tell were skeptical and they keep saying, “This the 
flavor of the month.  What’s going to be next month?”   
 
The head administrator, he was on top of things.  We had 19 different sites and he 
attended every single kick-off luncheon.  He didn’t just attend it, he gave a speech, he 
joked around, and you could really see how genuine he felt about this program.  He also 
is one of these guys who walks around.  He goes to the different sites and he’s always 
complimenting people and he’s totally walking the talk.  Now, check this out.   
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When we started the program, they were in 13th place out of 13 different areas and in 
less than one year, they made it to the top position and they’re still in number one in 
customer service but I truly believe it’s all because of this guy.  He demonstrated the 
way.  He allowed the employees to do it and good things happened. 
 
Tammy Lawman:  Fantastic!  Now you also talk about hiring the right people.  What 
are some things that leaders should look for in an exceptional customer service 
representative? 
 
Barbara Khozam: Yes.  That’s a difficult question that appears easy I think because 
here’s what I see.  A lot of my clients they’ve got it all figured out, you know they have a 
list of all the great qualities in a customer service representative and this person needs 
to be energetic and enthusiastic and positive and a great team player and they can 
handle stress when they’re called under pressure.  So it looks good on paper.  In good 
interviewers, no, to ask situational question you know tell me about a time when you 
had a conflict with a co-worker and how you dealt with that and what do you do when an 
irate customer starts yelling at you?  Do you hit them in the face?  They know those 
questions but I still think we’re fooled.  You can do everything right and you can still be 
fooled by these people and almost every person I’ve worked with has had a hiring 
mistake at one time or another.  You know you think you got the right person and then 
on day 91, they become someone else.  So the key in my opinion is to catch the behavior 
as soon as possible, to do something about it immediately otherwise we all know one 
bad apple can spoil the entire bunch.  So I suggest a couple of things.   
 
First of all, I’m a big proponent of the 90 day probationary period because you can 
pretty much tell what’s they’re going to do in that 90-day period but the second thing 
that I coach my managers is this, I’m very, very adamant about clear communication on 
expectation but here’s the deal, it’s got to be more than just a job description.  I want it 
clear and this is on day one by the way that they’re hired.  So we talk about job 
descriptions, policies and procedures, codes of conduct and customer service protocols.   
 
See just like a job description, the customer service protocols guide employees through 
each phase of the customer transaction, so it tells them how to behave, what to say and 
those kinds of things.  My team and I are very good at helping companies establish these 
customer service protocols if they don’t have them already.  Once all these pieces are 
clearly laid out and communicated with the employee, you can start holding them 
accountable.  So these tools make it easier to confront those non-performers.   
 
In my workshops that I do with managers, one of the most common things managers 
say is I don’t know how to confront the non-performer.  Well, this process and these 
tools make that conversation easy because if you say something like, “Hey, I noticed you 
didn’t use the customer’s name in the conversation.”  Well, if you’ve never reviewed 
these policies, they’re going to say, “Well I didn’t know.”   
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So instead if you’ve already reviewed this you can say, “Sylvia, this morning at 9:30 
when you were talking with Ms. Jones, I noticed that you called her ma’am three times 
instead of using her name.  Well, remember those customer service protocols that we 
created last month?  Number three asks you to use the customer’s name twice during 
that transaction.  Let’s talk about it.” That’s a pretty easy conversation and they’re less 
likely to get emotional or get defensive with that approach.   
 
It’s kind of interesting, one of my seminar attendees was a manager telling me that he 
said he didn’t have a job description and was having problems getting people to do their 
job.  Yeah, no kidding.  Anyone in that situation would have the same problem so that 
can be easily fixed with that clear communication. 
 
Tammy Lawman:  It’s amazing how simple some of these suggestions and tips are but 
it’s more amazing to me that a lot of these companies are using them.  I mean it’s 
impossible to do a job or have someone do a job or review someone doing a job if you 
don’t describe the job upfront. 
 
Barbara Khozam:  I know, I agree.  I know it seems really basic but it is shocking how 
many people don’t do this.  This little easy stuff makes the job so much easier. 
 
Tammy Lawman:  So I mean the work environment has to be important as well.  So 
what can companies do to keep the work environment fun and exciting for people? 
 
Barbara Khozam: Yes, good question.  You know this is what I found is that since 
engaged and happy employees lead to happy costumers then we’ve got to create a great 
working environment.  I’ve had many of my coaching clients tell me they took a job with 
less pay because they liked the environment like their manager was supportive, 
colleagues were easy to get along with and the work was rewarding.  One of the simplest 
things, I believe that can be done to create a great work environment is to start 
recognizing employees, study after study after study has shown the number one 
motivator for most employees more than 81% that is, is a simple thank you.  And the 
good news is that thank you can be done by anyone toward anyone and at any time and 
doesn’t take a lot of time but the meaning, it means so much to people.  Tammy, have 
you ever seen that show, it’s a TV show called Undercover Boss?  Have you ever seen 
that? 
 
Tammy Lawman:  Yes, I have. 
 
Barbara Khozam: Yeah okay.  So in almost every episode at the end at least one 
employee would say with tears in their eyes mind you and they would say I was finally 
recognized.  And every time I saw that, it just killed me to think that these people are 
yearning for a thank you and to be recognized and they’re not getting it.   
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Here’s what I see happening in a lot of companies, we have the bell-shaped part of 
people that work for us.  We have the superstars about 10% of our people, the 
superstars, oh we love these people and they do everything we want perfectly and they 
have a great attitude and then we have at the other end of the bell curve the 
underperformers, 10% of our people, they don’t do their job, they don’t come in on time 
blah, blah, blah. But the people in the middle, like 80% or so, are fine.  They come in on 
time.  They do their job.  They’re fine, but we’re not thanking them.   
 
We spend time on the extremes but there’s a big chunk of people in the middle that 
we’re forgetting and those are the people I believe we need to spend more time on 
because those people are going to turn into our superstars.  And if you think about it, 
there’s a gazillion different ways you can say thank you.  I always coach my clients 
saying thank you is great but you got to follow it up with something tangible.  A note, a 
sticky note, an email, something because then they can remind you during review time 
when you forget all the great things they do.   
 
There are tons of books on this subject. There’s a great book by Bob Nelson called A 
Thousand and One Ways to Reward Employees which has a thousand and one 
ideas including certificates, thank you cards, taking them out to lunch, stickers all of this 
stuff.  I want to share with you one example from one of my participants.   
 
I was teaching in Australia and he told me this.  He said that he had a team where there 
was a lot of conflict amongst his team members.  So what he made them do, it was on a 
Saturday, he made them play paintball together.  Now I’m not sure we can make people 
do stuff like this here in the United States but in Australia it was okay.  He had the 
people that hated each other the most be on the same team.  And what was interesting 
was that they worked together, as a team and he said the conflict went away 
immediately. 
 
About six months later it kind of came back so he made them go whitewater rafting and 
he put them in the same boat.  So by doing these things together, by recognizing, by 
doing these fun things we build a great environment, a great supportive team 
environment as well. 
 
Here’s another great example of a company that has a great work environment.  Have 
you heard of Duffels? 
 
Tammy Lawman:  Yes. 
 
Barbara Khozam: Duffels is an online shoe store that also sells clothing.  I was so 
impressed with their customer service department and their leadership that I flew to Las 
Vegas and got a tour of their facility and holly molly talk about a positive work 
environment.  The second I walked into the lobby I felt welcomed.  Well, first of all, the 
receptionist greeted me with, “Hello friend.”  And I responded, “Hello friend.” And I 
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thought, “Wow that’s cool.”  There was that fresh smell of popcorn, you know that 
popcorn smell because they had a popcorn machine in the lobby, which was free and 
they had very comfy couches.   
 
But during the tour, this is what impressed me the most.  Through the different 
departments, all the departments were in this big open area with cubicles.  So the 
cubicle walls were low, not the ones where you couldn’t see over them.  And each 
department had its own theme and was decorated differently.  So just imagine how it 
looks, the way the cubicle is set up, the feeling and the streamers. 
 
There’s one that looked like a jungle so they had different kinds of leaves hanging from 
the ceiling and everyone was all excited about their different theme and apparently 
every three months they do a different theme and they have a contest to determine who 
wins the different themes and it was all so fun.   
 
Another thing I noticed, which is very cool as we were walking by each department, 
every member in every team in unison would stop and wave to us.  Some would ring 
bells, some would blow whistles but they all were waving and smiling and I was like you 
have got to kidding me with this happiness.  It was crazy.   
 
And then in the break room they got this basketball hoop and people were I guess 
distressing during their break.  They had a foosball table.  They had a cafeteria and it 
was open 24 hours a day.  They had free lunch every day and ice cream.  Ice cream 
Tammy, ice cream and, of course, free drinks. 
 
Tammy Lawman:  Wow, that’s fantastic! 
 
Barbara Khozam: So I mean I'm not saying you have to have ice cream and a basketball 
hoop to create a fun environment but something just do something, get your team 
involved and seriously magic will happen because I truly believe with all the stressed 
times when people enjoy their environment, they’re going to be more apt to pass that joy 
onto the customers, it’s just automatic. 
 
Tammy Lawman:  That sounds fabulous.  If they were a couple of things that readers 
could do to immediately improve their customer service, what would those be? 
 
Barbara Khozam: Yes.  Well, if I could only pick three tips out of my book I would pick 
– I'm going to pick the three easiest.  So one of the easiest things people can do, you’re 
going to think this is so silly and ridiculous, is to smile for goodness sakes whether it’s in 
person or on the phone smile even if you have to fake it you’ve got to smile.  I even came 
up with this thing.  Get in style, show your smile.   
 
You know some of my clients will say things like well you can’t make me smile.  I don’t 
feel like smiling.  If you don’t want to smile, you may not be in the right position because 



Are You Unintentionally Delivering BAD Customer Service? 

 
           Barbara Khozam 

  
______________________________________________________________________________ 

 www.SmallBusinessCEOMagazine.com   
 All Rights Reserved 
 

someone who greets customers has got to have a smile.  It’s contagious and people make 
their decision on whether they like a company or not, within the first few moments of 
entering or encountering whatever the word is, the first few minutes of their encounter 
and that first impression is hard to change.   
 
Now let me share with you a problem with smiling.  There’s a problem a lot of people 
have.  I have this problem as well.  When my face is relaxed, when I’m not thinking 
about anything positive or negative, the corners of my mouth turn down and I look mad 
and I know this because will tell me.  I’ll been walking down the hall and someone will 
say, “What are you so mad about today?” or “Gosh, you look tired.” or “Turn that frown 
upside down.”  Or I had this happen recently.  
 
I was walking from my car to a restaurant.  I was in the parking lot and the man stopped 
me and he said, “Excuse me Miss, you dropped your smile.”  So obviously this is an issue 
for me and I scare quite a few people.   
 
So here’s what I have learned to do and this is what I recommend to my clients.  Let’s 
say you're sitting at your desk or you're out in your car and you're about to meet a client, 
you’re about to meet your boss or a customer.  Here’s what I do. I grab a pen, any pen 
will work, and I simply put it my teeth.  I grasp it with my teeth, not my lips, my teeth.  
If you do it right now, I know you’re doing it.  If you do it right now you’ll see the corners 
of your mouth will turn up and you will create a smile and what’s cool about that is that 
when you force yourself to smile, consequently it changes your thought process and you 
will think positive thoughts, now that’s cool.   
 
Well, the second tip.  I have a couple of tips that kind of go together.  They’re also very 
simple but these two mean so much to a customer and they both have to do with names.  
So the first the thing I recommend is to say your name or wear a name badge.  I came up 
with another saying and that one is “Don’t be lame, say your name.”   
 
When you say you’re name or you have your name badge, it’s an automatic connection 
with people.  They feel that personal connection so that’s what we want and a lot of 
people what I’ve noticed the people who don’t wear their name badges are the ones that 
provide the worst service.  Some people say well I’m not going to wear my name badge 
because what if someone wants to report me?  Yeah.  Well, what if someone wants to tell 
someone how great you are too?   
 
And the third tip is also a big one and that is to address the customer by name.  Use the 
customer’s name.  This one is so big I can’t even tell you.  When people are referred to 
by their name, they feel special, they feel important, and remember the sweetest sound 
to someone’s ear is the sound of their own name so we got to use it.  This is in my 
opinion most important with repeat customers.   
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I personally love going to my favorite neighborhood market and as soon as I walk in, the 
owner, Sal says, “Hello Barbara.  Where have you been this week?”  I just love that.  
Here’s something interesting.  As a mystery shopper, I notice a lot of little nuances of 
customer service.  For example, in many businesses instead of employees using my 
name, they like to call me Ma’am.  
 
For example I’m standing in a line at a bank.  I’m called to the window by the teller and 
she says, name and ID.  I give it to her and then she says, okay Ma’am.  How can I help 
you today?  Ma’am, I don’t know about you but I hate the word Ma’am.  It feels so 
impersonal.  
 
What if instead she said, she got my name and then she said, “Hello Mrs. Khozam.  How 
may I help you today?”  What a huge difference.  It’s a subtle, subtle change but it makes 
a huge difference to the customer.  Let me give you one more example.   
 
I was a mystery patient for another client of mine that is a medical group and the 
medical assistant started off pretty good.  He wasn’t wearing a name tag but he 
introduced himself.  He verified my name and our encounter was going really well.  We 
were laughing.  He was laughing at my silly jokes.  He explained things.  It was just a 
comfortable thing.  I felt comfortable with him.  On his way out of the exam room, he 
said, “Okay Ma’am, the doctor will be right in.” And in that instance I disconnected 
myself from him because I thought, “Ma’am, what?  I thought we have a personal 
connection.  Why am I just another number now?”  If he had simply said, “Mrs. 
Khozam, the doctor will be right in,”  I would have maintained that connection and left 
with a very different impression of him and his organization.   
 
So those are three things I recommend.  Smile, introduce yourself and wear your name 
tag or wear your name badge and use the customer’s name. 
 
Tammy Lawman:  Wonderful!  In your book, How Organizations Deliver Bad 
Customer Service, you speak about how attitude is everything.  So tell us more about 
that. 
 
Barbara Khozam: Yes, well this is one of the first tips in my book for a very good reason 
because as we all know, attitudes are contagious but in our society, negative attitude is 
more contagious I mean just look at the news.  You wake up in the morning and we’re 
surrounded by this stuff.  The good news is a positive attitude is also contagious it’s just 
harder to get going.  So the great formula that I like to share with my clients, I got from 
Jack Canfield, creator of the Chicken Soup for the Soul series and his formula is 
very simple and this is it.  Event plus response equals outcomes.  So this is how it works.   
 
If you don’t like your outcome, the only part of the formula you can change is your 
response to it.  For example, road rage is an easy example.  I can’t change the fact that 
the cars aren’t moving but I can change my reaction to it.  I can put on some music, 
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unroll the windows, take some deep breaths, think happy thoughts whatever works for 
you and that will give you that different outcome.  So here’s the problem with having a 
bad attitude.  You see it starts with your thoughts.  Your thoughts affect your feelings 
which then affect your behavior which ends up in your results.  It’s called the success 
cycle but it goes around and around.  So if you wake up with negative thoughts, well, 
what you do you do? 
 
You hit the snooze alarm 15 times.  You get up so late you don’t have time to eat or drink 
coffee and then you road rage all the way to work, you're not even driving and you still 
road rage and then you go into work and you mumble something to your colleagues like 
gosh I hate this place and then your colleagues respond deal with it and your boss says 
you’ve got to change your attitude and you go home and you’re telling your family and 
friends, gosh everyone was so mean to me.  I had such a horrible day, go figure.   
 
Alternatively, if you wake up with positive fun thoughts what do you do?  You jump out 
of bed and you eat a nice healthy breakfast and while driving to work someone cuts you 
off but that’s okay.  You wave with a big smile and you let them go right ahead and you 
let them do it and as you enter the workplace you smile and you say good morning to 
everyone who either smiles back or gives you a weird look and then you go home and 
you tell your family and friends, how friendly everyone was and what a wonderful place 
it is where you work.   
 
Here’s what a lot of my clients ask.  “But Barb I come into work with a good attitude but 
I have to deal with someone else’s bad attitude.  What do I do?”  I have two great easy 
suggestions for them.   
 
The suggestion number one is to completely ignore them.  If you completely ignore 
them, they will go away because you’re no fun.  My second suggestion is to be overly 
positive.  So if someone says, “I hate my job,” I’ll say, “Really, I love my job.” And you 
have to throw in a smile of course.  And if they say, “I hate this weather, it’s so hot 
outside,” I’m going to say, “Really, I love to sweat; it cleans out my pours.”   
 
If they say something negative and you say something positive, they’re not going to 
come to you anymore because you’re no fun. And you know what they’re going to say? 
They’re going to say, “What are you, Ms. Happy Pants?” And you’ll say, “Yes. I am Ms. 
Happy Pants.   Why don’t you try them on?” 
 
See, you do not have to get sucked into someone else’s bad day.  So the whole point is 
this, I can control my attitude but it’s hard to change someone else’s but it can happen 
and here’s one example to illustrate this.   
 
I went to a bank recently to do some transactions and I don’t go banks often but I’m 
noticing while standing in line that all the bank tellers looked kind of angry but one in 
particular looks just downright mean.  So the whole time I’m standing in line, I’m 
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thinking to myself, I hope I don’t get her, I hope I don’t get her, I hope I don’t get her.  
So we’re moving our way up, moving our way up, I’m the next person in line and sure 
enough the next person that calls me is angry lady and I started freaking out.   
 
So I started going in with negative thoughts but then I reminded myself, “Barb hold on, 
positive attitude can be contagious.  Let’s see what we can do.”  So I approached her with 
a big smile and she did her name and ID thing and I said, “You are doing such a good 
job handling all these people.  I don’t know how you do it.” And she paused and looked 
at me in disbelief and then she just went off, saying “I know it’s been so busy and my 
boyfriend and I had a fight.” And I don’t know what else she said as I stopped listening.   
 
But her attitude started to change and then I noticed her fingernails.  She had these 
beautiful nails and they had like a scene on them, it was like a sunset or something and 
the birds on them I think were actually flying and so of course I said to her, “Your nails 
are so pretty.” And she was like, “I know I just had them done.” And she had an attitude 
180 right in front of my eyes.  So remember attitude is everything.  We’ve got to make 
sure we pick a good one. 
 
Tammy Lawman: Fabulous.  So do you have any other stories or any other advice you 
would like to share with people on how they can deliver great customer service or how 
they can avoid delivering bad customer service? 
 
Barbara Khozam: Yes I do have some other advice because a lot of my customers they 
get overwhelmed with all the things they need to do to provide good customer service 
but I like to break it down like this and I tell them that it just takes one “Wow” 
experience by one employee to create that memorable and lasting experience for a 
customer.  So what does it involve?   
 
Well, it involves being present with each customer in each moment.  Studies have even 
shown that one wow experience by one employee can overcome negative ones by others.  
Let me give you some examples.  We had a mystery patient visit a client and she was 
saying something like, “My birthday was last week.” And the nurse replied, “Mmm-
hmm, get on the scale.”   
 
I call that a missed opportunity. So what would have been better?  What about, “Oh, 
your birthday was last week.  Happy belated birthday, 29 again, looking good.”  That 
kind of stuff is what makes “Wow” experiences and here’s another example.   
 
We had another mystery patient bring in her 12-year-old daughter and the daughter was 
saying something like, “I just got my toenails painted purple.” And the nurse replied, 
“Okay, hop on the table.”  A better response would have been, “Wow, purple is my 
favorite color” or something like that.   
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It’s those missed opportunities, it’s when we are present and when we comment on 
those specific items that are personal to that customer, that’s when we start creating 
memorable experiences.  Let me share with you something that happened to me.   
 
I was a mystery patient and I was acting nervous and said, “I don’t know what’s going to 
happen.” And the medical assistant, on her way out of the exam room, paused, gently 
touched my shoulder and said, “Don’t worry Barbara, you’ll be okay.” Now, she could 
have easily walked out without saying a word but she didn’t, she stopped, she touched 
my arm, she said my name and she gave me reassurance everything would be okay.  She 
created a memorable experience with that action.  It’s so memorable that I tell every 
class I teach and I’m telling it right now that’s how memorable it was.   
 
It doesn’t take much time but what it does take is for people and employees to be 
present and to reach out and touch customers personally, and if we can teach our people 
to do this with every customer every time can you image what that would do for moral 
and for the bottom line as well.  It’s pretty amazing.   
 
One last thing that I’d like to tell people is that it’s not too late.  All companies can work 
on their customer service.  Here’s what I recommend. If you recognize that your 
company can improve in this area and you’re tired of losing customers to your 
competition, here’s a couple things you can start with.   
 
Number one, first thing I would do is observe how your customers are treated under 
initial contact.  Maybe you can do some mystery calls yourself or you can hire someone 
to do it or have friends or family but that’s the first thing I’d recommend.   
 
Second thing, I would look into creating a customer service protocol so that all your 
employees know how to behave and what to say during each phase of the transaction.   
 
And as a third thing I would recommend is to survey your customers and find out, what 
they really think or need or value from your business.  It’s not too late by any means we 
can all do better.  Don’t worry there’s hope.   
 
Tammy Lawman:  Fabulous.  So Barbara at some point people even though we live in 
age where we know we’re interacting with computers via email you know and we all 
have our noses stuck in our notebook computers and with our MP3 players and our 
headphones stuck in our ears that we’re still thinking some kind of interaction and 
trying to make a connection with people you know with the limited personal contact that 
we do have? 
 
Barbara Khozam: That’s true and you know what’s interesting in the research that I’ve 
done is one of the things customers ask for the most whether it’s a customer via the 
internet, on the phone or it’s not face to face but every single one wants more face to face 
or more personal contact.  So for example, the internet they want easier access to a 
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human.  If there’s a phone number they call, they don’t want to be pressing five different 
numbers and then get transferred six different times.  The number one thing customer’s 
request is to have easier and faster access to a human that they can talk to.  So you’re 
absolutely right.  Yes, we do like technology but we can’t forget that human interaction 
part either, the relationship part. 
 
Tammy Lawman:  Great, let’s talk a little bit about what other kinds of services you 
offer. 
 
Barbara Khozam: Okay, yes.  Well, besides the obvious thing like speaking and 
training, my team and I we do several things.  My team and I like I mentioned before, we 
help companies set up customer service protocols.  These are the things I talked about 
earlier that you can attach to job descriptions that you can hold your employees 
accountable to.  We also do mystery shopping or we teach companies how to do mystery 
shopping using my signature mystery shopping checklist.  It’s pretty cool.  I like having a 
checklist because it’s easy, yes, no kind of thing, did they do it or they did not do it.  So 
you can determine in a pretty short period of time whether the behaviors are happening.   
 
We also help companies set up service counsels and this is what we did with Kaiser 
Permanente.  We set up service councils that meet monthly the sole purpose of 
maintaining the momentum because what happens you know when you have training 
and people are jazzed up for like a week and then they forget about it.  But with the 
service councils that meet monthly, they’re consistently talking about service.  They’re 
implementing service initiatives and projects so you constantly – it’s in the forefront of 
the mind.  It’s called top of mind awareness and then the leadership is also important.   
 
We also do manager training and manager shadowing.  This is where we follow a 
manager around for either a half day or a full day and we give them specific and 
immediate suggestions on what they can do to improve and a lot of times simple things.  
Its maybe eye contact or while they were talking to an employee they got their phone 
rang and they answered the phone and the employee you could see felt discouraged.  So 
it’s very simple things but makes a big impact in their interaction.  But basically my goal 
– my team and my goal is to help companies create environments where the employees 
can thrive and when they thrive, they’re willing and excited to serve customers and that 
in turn makes our bottom line happy and that’s the whole point, right. 
 
Tammy Lawman:  Absolutely.  So how can someone reach you if they want to work 
with you? 
 
Barbara Khozam: I can be reached several ways, of course.  My website is 
www.BADCustomerServicetips.com or my name www.BarbaraKhozam.com. They can 
email my team at support@badcustomerservicetips.com or if they’d like to call we have 
an 888 number and that is 888-525-5915.  And either myself or my team will get back to 
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you within 24 hours usually less than that because we pride ourselves on our customer 
service, go figure. 
 
Tammy Lawman: Imagine that! Barbara, you’ve put together a special offer for our 
Small Business CEO Magazine readers.  Why don’t you go ahead and give us all the 
details on that. 
 
Barbara Khozam: Great, okay, so I put a special package together for your readers only, 
we got to make sure we say that, and that would be first thing is a free copy of my new 
book which is called How Organizations Deliver Bad Customer Service and 
Strategies that Turn it Around.   
 
There are 30 tips on what not to do and how to turn it around and it’s in kind of a 
comical format. I tried to put a lot of humor in there because a lot of these tips are you 
know standard customer service tips but it’s done from the backwards viewpoint.  So it’s 
kind of funny yet you learn a lot from it.   
 
Also I’m offering to do a one 30-minute phone consultation with your readers to discuss 
any aspects of customer service. This consultation will be directly with me, not one of 
my team members, but with me. We could talk about how to do a mystery shopper 
experience or what are some things you look for or how can we create a customer service 
protocol anything regarding customer service.  You have one 30-minute phone 
consultation with me and the value of that is $100.  The value of the book is $19.95 so 
the regular price is $119.95, but for your readers only it’s going to be $47. That’s it - $47.  
So all you have to do is type SBCM in the note section when you’re checking out and 
you’ll get that great deal. 
 
Tammy Lawman:  Wonderful, thank you so much for that generous offer.  If you want 
to go check out this fantastic offer, you’ll get your 60% off discount which is absolutely 
fantastic and you’ll get Barbara’s new book, How Organizations Deliver Bad 
Customer Service and Strategies that Turn it Around including her 30 minute 
phone consultation and you can find that offer at 
www.smallbusinessCEOmagazine.com/barbara-khozam.   
 
Barbara, thank you so much for taking the time out to talk to us.  Did you have any last 
parting thoughts for our listeners? 
 
Barbara Khozam: Let’s see.  Last thoughts, how about another thing I have is don’t 
become mindless just kill them with kindness.  How about that? 
 
Tammy Lawman:  That sounds great! Thank you!  
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We’ll have another fantastic interview for you soon so please visit our website 
frequently.  In the meantime, go ahead and check out Barbara’s offer at 
www.smallbusinessCEOMagazine.com/barbara-khozam and thank you for reading. 
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