
00:00:05 This lesson is on clients and customers. In one respect, your clients and 
customers are the most important part of your business. And you've probably heard the saying 
the customer is always right, and maybe you've even internalized that as an always true given 
of course, but it's really only partial. As the business owner, you have the final determination of 
who you want to sell your products and services to and who you do not. 
 
00:00:34 So yes, the customer is always right, because if there is a customer complaining, 
there is without question something for you to learn from said customer. And it also does not 
mean you still need to do business with that person on an ongoing basis. There's an important 
'both and' distinction here for you to internalize when it comes to balancing between maintaining 
great relationships with your customers and clients, 
 
00:01:00 setting clear boundaries and expectations for the relationship, handling customer 
complaints with grace, learning from every experience and also knowing when and how to fire a 
client or customer, because they may have been right, but the way they communicated, it told 
you they are not someone you want to work with on an ongoing basis. Sometimes you do need 
to fire a client or refund a customer just to get them out of your hair and get back to the business 
of your business. 
 
00:01:30 Do not be afraid to do this. If a client or a customer is taking up an inordinate 
amount of your time or your team's time, do not waste your time, energy, and attention. 
Remember if you stay focused on creating great services and products and serving the right 
customers and clients, you will make more money. So do not waste your time, 
 
00:01:52 energy, and attention to fight or keep money or stay in a relationship based on 
principle alone. It's not worth it. If you can use money to buy back your time, energy and 
attention in the form of an easy refund, do it. However, you do have a huge opportunity here. 
And I don't want you to miss that. Either consider a complaint or a request for money back, 
 
00:02:16 the cost of learning, where you need to do a better job in your sales process and 
setting expectations, establishing boundaries, filtering for the right clients, getting the right 
agreements in place before or during your sales process and redirect your attention there 
instead. Here's your mantra, my time, energy and attention, and that of my teams are valuable. 
And if I keep directing toward improvement, 
 
00:02:46 I will always make more money. Learn to hear feedback, including demands or 
requests for refunds from customers or clients in a non-defensive way so that you can learn 
what you need to learn about improving your own systems and processes, and then move on as 
quickly as possible to integrate that feedback, so you can do better next time. Remember your 
relationship with your clients and customers is the perfect reflection for where you may need to 
grow in your business, 
 
00:03:20 where you can be more authentically true to who you are and who you want to 



work with, and how you want to serve your community. 
 


