
Developing a system for client satisfaction helps you create healthy
boundaries for interactions within your business. This proactive
approach helps prevent potential problems before they start. 
 
Client satisfaction is our best advertising. It generates our repeat
business, which is important for client retention. The following is a basic
guideline I use in my business for client satisfaction:
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When dealing with a problem client, remember one dissatisfied client

can easily damage your image + business reputation more easily than it

can be improved by the recommendation of ten satisfied clients!

Whenever possible, make every attempt to satisfy your clients’ needs

and correct any problem before he/she leaves the salon.

If there is a personality clash between you and the client, don’t show

disgust or become argumentative, suggest that another stylist might be

better able to fulfill the client’s needs. It is impossible to please

everyone. If the client remains unhappy despite your attempts to satisfy

him/her, you may need to decline providing service. You must measure

the opportunity cost. Is it worth it? Saying no to the wrong clients makes

it possible for you to say yes to the right client or several right clients.

It’s important to develop strong relationships with people who will have

the greatest impact on your business. 

 

The best method to resolve conflict is to always keep in mind that the

client is NOT always right, but the client should always WIN.  Here are

some general guidelines:

You should not tolerate any form of abuse or harassment (sexual, verbal,

racial, physical or otherwise). Although some clients can be very

demanding, + even lose their composure, you should remain calm +

professional at all times. Often a client’s bad behavior stems from some

other event outside the salon and therefore beyond your control, but you

can control yourself.

1. Remain Calm
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Remember, your client is not upset with YOU. They are not happy with

the service you provided or quality of your work; and you can provide

solutions to these problems.

2. Don't Take it Personal
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A dissatisfied client wants to vent. Identify the problem areas,

recommend solutions, give the client choices, decide on the follow-up

course of action, and write it down.

3. Listen to Their Story

After your client vents express sympathy towards your client’s

unpleasant experience. Respect and understanding go a long way!

4. Actively Sympathize

Remember, the client isn’t always right but they should always win. If

you want the client to remain a client, the complaint becomes an

opportunity to grow. Apologize for the problem they are having (or

perceive to be having) and follow up with solutions. For example: “I’m

sorry your braids slipped out, let’s talk about your options so we can

make this right!” When providing solutions, understand why the client is

unhappy and provide a realistic solution to the problem.

5. Apologize With a Solution



After the situation has been resolved, it may be helpful to take some time

out. Even if you handled the situation in the most professional way, it can

still be stressful. Don’t let the stress linger. Take a walk, treat yourself to

a snack or find someone to talk to or share a laugh.

6. Decompress
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The best way to avoid refunds and client chargebacks is through the

development of systems and clear communication before providing

service.

 

If a client remains dissatisfied with the service provided despite your

efforts to please them during their appointment, you have to determine

whether the client should receive a refund, a credit, or corrective service.

Here is a sample System of Progressive Solutions and offers to address

your client’s problem before offering a refund.  A refund should be

the final offer.

+ client chargebacks
Avoid the refund trap



If a client has received service within a week of the complaint,

offer to make adjustments that will make the client happy with

their style, and do this service complimentary.  

I understand that every situation is different and you may find

that a client’s entire hairstyle is ruined or needs to be redone. If

this is the case, first determine what happened and why the

hairstyle did not last. If you determine it is a result of your

workmanship or something you didn’t do, re-do the style

complimentary, explain what happened and how you will fix

it/do it differently so it doesn’t happen again. 

If it is a result of the client not properly caring for and

maintaining the style, re-educate the client, explain the

importance of following your instructions and advise them on a

reasonable amount of time or work you are willing to do

complimentary to make sure they are happy with their style. If

they insist on you re-doing the whole thing again, inform them

you will have to charge a discounted rate for the redo.

1
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System of                 Solutionsprogressive
Offer to fix or make adjustments to the style
complimentary

What if the client cannot or refuses to come in
for an adjustment or redo?
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System of                 Solutionsprogressive

2Examples of value adds can include complimentary scalp

massage, hot oil treatment, trim, etc. These auxiliary or add-on

services are a great way to show your client you value their

business, you care for their hair and give you the opportunity to

introduce new services to your client  which you can upsell in

the future.

Offer a future complimentary service along with a
value add 

3You can also offer a discount they can apply to their next

appointment that has a value equivalent to the complimentary

service you would offer. If the client still refuses getting service

from you and insist on a refund and the complaint is not a

result of your service or workmanship move on to step 4.

Offer a discount on a future service

You are bigger than any problem and you can
handle any problem. Don’t become nervous or

intimidated by client dissatisfaction. 
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System of                 Solutionsprogressive

4Offer a partial refund in the amount equivalent to the discount

you were offering and explain to the client why it’s only partial.

 

If the complaint is a result of your service or workmanship OR

the client is relentless…

Offer a partial refund

5Prior to service your client should have signed an

acknowledgment that they understand their deposit is non-

refundable. Non-refundable deposit policies help you avoid the

refund trap

Offer a partial refund (less your non-refundable
deposit)

These situations become the best tools to
reveal blind spots in your systems or expose
areas where you need to create systems to

avoid similar complaints in the future. 



A chargeback is the reversal of a credit card payment. When you take

debit or credit card payments, you are considered a merchant. As a

merchant you want to have a system that protects you from client

chargebacks.

This system requires that you have specific documentation that is

needed to win a Chargeback Dispute with the bank. Before I get into the

specifics, let me first walk you through how a chargeback happens. 

Let’s say a client complains to you about a service and wants a refund.

You decline. The client contacts their bank and disputes the charge,

claiming it’s not valid. 

The client’s bank will withdraw the funds from your bank account and

notify you of the chargeback. You will be given a specific period of time

to respond to the dispute and provide documentation as to why the

original charge was valid. 

The most effective way to collect this information is to have specific

documents completed and signed before providing service.

How Chargebacks Happen
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Let's talk chargebacks



The strongest piece of evidence you can have is your client’s signature

confirming they agreed to your business policy regarding, refunds,

deposits or any additional fees related to the service (cost of hair,

travel, etc.). Have your client’s sign a document that states your

business policy about refunds or deposits. This statement is best placed

on a consultation form or as an electronic acknowledgement they can

check before booking their appointment through your scheduling app.

B Y  D R . K A R ID E A L I N G  W I T H  P R O B L E M  C L I E N T S

Must have documentation

I understand that my credit card is required to book an appointment.  The

card is kept in a secure online system and is charged only in accordance

with the Salon’s payment policy. A $25 non-refundable reservation

fee is required to hold your appointment and will be charged to your

credit card upon booking. Our Signature Goddess Loc Style requires a

$250 non-refundable reservation fee. The reservation fee is credited

toward your services on the day of your appointment. All late

cancellations with less than 48 hours notice will be charged 50% of the

cost of the scheduled service. All cancellations with less than 12 hours

notice will result in the client being charged 100% of the total amount of

the services to be rendered.   I understand that the deposit is due upon

execution of this agreement to reserve the contracted date and that the

credit card on file will be charged for the remaining balance due upon

completion of the service or if there is a late cancellation according to

the Salon’s payment policy, unless another form of payment is provided

at that time.  Your signature acknowledges understanding and

compliance with this policy.

Example Policy Language



Make sure you are keeping accurate client records. Document (by email

or in your scheduling system under your client’s profile) your

communication with the client, any solutions you offered the client to

resolve the problem and proof of any partial refunds you give to the

client. All of this may be the evidence you need to win your dispute. 

 

The dispute process can take 2-3 months. So if your business

is affected by a chargeback, don’t expect to see a result right away.

Also prepare yourself to possibly not get the money back. I know it

sucks, but it’s the cost of doing business, so budget accordingly. 

Make a note on the client’s profile so you can remember to refuse

service in the future (some clients are bold, and will wait to schedule

with you again, hoping you forgot!)
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Keep accurate client records



These scripts will give you sample language you can use to address

your client’s problems with solid solutions that will keep the

relationship in tact so you can develop strong client retention that will

keep you making money over time.
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Sample Script               Clients      problem

Why am I being charged to make an appointment?
Why do I have to pay a deposit/cancellation fee?

You are not being charged to schedule an appointment. I am

asking you to pay a small portion of the service cost to reserve

the appointment. 

This payment is deducted from the final total of your service.

Due to the high demand of clients and the amount of time

required to offer my clients quality service, the deposit provides

additional assurance for my business that clients will keep their

commitment to their appointment. 

I reassure you that I understand that life happens so if for some

reason you are unable to keep your appointment the money can

and will be applied to your rescheduled appointment.
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Sample Script               Clients      problem
When a client receives poor service

I want to personally apologize for the experience you had

coming to my business. I always do my best to accommodate

every guest.  My general policy is to [outline the policy that is

related to their complaint. Ex: consult with all clients before

scheduling an appointment]. 

It is my understanding [summarize your understanding of the

client’s complaint as it relates to your policy. Ex: this was not

explained to you/you were not aware this is required before

service]. 

I am sorry you felt [acknowledge the client’s feelings. Ex:

inconvenienced, dissatisfied, etc.] and I want the opportunity to

provide you with great service. If you would consider me for

your styling needs, I would be happy to [offer a complimentary

value add that is of not cost to you. Ex: add a complimentary

scalp massage to your next service] Please let me know if you

would like to reschedule. I look forward to the opportunity to

serve you and create a better experience.
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Sample Script               Clients      problem
When a client complains about the hairstyle

Thank you for the feedback. I appreciate you taking time out to

let me know what you didn’t like about your hairstyle. I strive to

do my best and ensure my clients are satisfied with the work

that I do. I’m sorry that you were not pleased with your

hairstyle. 

I would like to [describe the appropriate option from the System

of Progressive Solutions] If you are interested in taking

advantage of my offer I will schedule you as soon as possible! I

look forward to hearing from you soon.

Begin to reframe how you deal with problem clients. See them as tools

for growth and soon you’ll discover that you don’t have problem

clients. Instead, you have new opportunities for improvement!

Final Thoughts


