
Karen Hodges, a nailcare
specialist at Salon Key West in
Key West, Florida, begins all
new client consultations with this
request: “Tell me a little about
your lifestyle, so we can deter-
mine what the proper length of
your nails should be for best

results. The more active you are, the
greater the risk of injury with longer
nails.” Successful techs keep notes on
a client card for future reference.
These lifestyle snapshots help techs
determine what techniques, services,
advice and home care to offer a 
specific client. 

Wet and Wild 
From housekeepers to new moms,
clients who spend a lot of time with
their hands in water will need extra-
special care. The following hints 
are helpful:

Wear nails shorter. Busy hands
combined with the nail-softening
qualities of water open the way to
peeling, breaking and other problems.
“These clients should keep their nails
a shorter length to avoid breakage,”
says Khristie Shortt, Shortt Stop Nails,
Edmond, Oklahoma. “I’ve known
clients who have jammed their hands
into a wall or furniture when cleaning.
Long nails don’t hold up under these
stresses.” For new mothers, the 
benefit is twofold: easier nail care 
and less chance of scratching baby’s
delicate skin.

Wear gloves. Obviously, cleaning
solutions can be harmful to natural
nails and nail enhancements. Advise
your clients to read product labels.

Hodges warns her clients about petro-
chemicals or similar compounds that
could create lifting problems or cause
nails to become brittle. Shortt also
mentions to clients that wearing
gloves is essential when using certain
cleaning products, or else they may
end up paying for a new set of nails.

Diana McEnroe, The Finishing
Touch Day Spa, Waterloo, Iowa, adds
some cautions for glove wearers. She
says, “A hot hand in a rubber glove
can create moisture, which makes
nails pliable.” 

“If a client has to wear gloves for
any length of time, I recommend a
glove liner to maintain comfort,” says
Pati Schembari, Pampered Nails,
Montrose, New York, “The less your
hands sweat, the better your enhance-
ments will stay on.” 

Use cuticle oil. Regular use of a
good cuticle oil is important for all

clients but even
more so for those
who have their
hands in and out of
water and other
cleaning solutions
several times a day.
Not only does it
moisturize cuticles,
it can help elimi-
nate hangnails. For
clients with nail
enhancements, reg-

ular use of a cuticle oil “will keep the
natural nail from peeling away from
the enhancement at the corners,”
says Hodges. “Also, the oil wil l  
help keep the enhancements from 
drying out, making them less likely to
chip or crack.” 

Calling All Doctors
You’ll have special nailcare concerns
when working with anyone in the
healthcare industry. Nurses, doctors
and dental hygienists also have prob-
lems because of frequent hand wash-
ing and chemical use. In addition,
many facilities are paying heed to
recent reports that enhancements
may increase bacterial infections 
in hospitals. 
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Personality
Profiling
Identifying and 

adjusting to your clients’ 
personalities boosts

retention.

B y  S h e r y l
M a c a u l e y

S
uccessful techs read technical
articles and attend hands-
on workshops regularly to

improve skills, but technical skills
aren’t the only form of education we
need. What about people skills?
Because our business is serving 
people, coping with different per-
sonalities can be just as important as
coping with technical challenges. A
top-notch technical tech who has
trouble keeping a conversation
going will have just as much trouble
with client retention as a technically
sloppy tech who is “a people 
person.” In this business, rapport is
an important aspect of keeping a
happy clientele. 

I’ve talked to many clients who
have changed salons due not to lack
of technical skills but rather a mis-
match in personality with their
techs—a mismatch that can be avert-
ed by a savvy tech. 

Traits of a Tech
Anyone in a service profession
needs to differentiate and under-
stand personality traits and be able
to adapt to different types of clients.
The first step is to take a look at your
own personality.

There are two basic kinds of
personalities:  extroverted and
introverted. I’d estimate that 80%
of nail technicians are extroverts,
which is what enables us to work
so well face to face, one on one
with clients. According to Otto



Use a neutral-colored polish.
Think twice about healthcare
workers’ polish color. Jil l
Johnson, Cole’s Salon, Apple
Valley, and The Salon in Red
Wing, Minnesota, says her den-
tal hygienist client prefers pink-
and-whites. “Red polish under 

a latex glove—well, it just looks 
like blood.” 

Keep nails short and natural.
Darlene Sammons, Changes Hair &
Nail Design, Chattanooga, Tennessee,
says her nurse clients request short,
natural nails since the most important
aspect of nail care for nurses is clean-
liness. Schembari recommends round
or squoval nails to all healthcare pro-
fessionals as well as to those who
work with children or the elderly; the
rounded nails are less likely to acci-
dentally scratch or stab their charges. 

Oil, oil, oil! Sammons says, “I ask
nurses who wear acrylics to keep oil
on their nails at all times. The harsh
scrub soap they use dehydrates nails
and makes the enhancements lift
from the natural nail at the free edge.”

Paper Pushers
Secretaries, office workers and teach-
ers handle paper all day long, and
paper is drying. The same is true for
clients who work in retail. Paper
money, checks, receipts and price
tags can be even more of an irritant
than office paper.
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Kroeger and Janet M. Thuesen, cor-
porate psychological consultants,
personal counselors and authors of
Type Talk, for every introvert, there
are three extroverts, so most of our
clients will  be extroverts which
means we’ll have fewer problems
communicating with them. 

Introverted clients tend to make
us uncomfortable, and we probably
make them uncomfortable. Too
much talk drains them. You know the
clients I’m talking about. It’s like
pulling teeth to get them to say more
than five words. As extroverts, we
tend to talk more to fill the silence.
Most of you reading this are saying,
“I’ve experienced this! I thought the
client just didn’t like me.” 

Let me encourage you by saying
that these clients are not quiet
because they’re unhappy; they’re
just relaxing and taking everything
in. Our nonstop talking to fill the
silence is probably making them
just as nervous as their si lence
makes us. 

Being extroverts doesn’t mean
that we can’t choose to put forth an
introverted side of our personality,
but most of us will have to work at
developing this skill. 

A tech trained in people skills will
recognize that this is a battle over
silence. And if we want these clients
back in our chair, we need to wave
the white flag and shut up! Keep the
conversation sweet, short and only
about the service at hand. Ask them
questions only when you need the

answers to perform your service. You
can be just as polite with a warm,
welcoming smile as you can by ask-
ing them about their weekend, kids,
job, outfits and on and on.

According to psychologist David
Keirsey, who has investigated and
written books about personality dif-
ferences for over 20 years, the study
of personality is a complicated issue.
Some people even tend to be extro-
verts in certain situations and intro-
verts in others, and vice versa. 

In general, extroverts are ener-
gized by being with people, while
introverts are energized by silence.
Extroverts tend to speak before
thinking, while introverts tend to
think before speaking. For example,
as we’re contemplating what color
polish our client might l ike, we
process our various ideas out loud.
We may throw out ideas: “A red
would be great on you...I have the
exact same shade of pink as your
sweater...I just used this new mauve
on a client with your same coloring,
and it looked fabulous.” For us, ver-
balizing these suggestions doesn’t
mean we’re going to recommend all
these ideas, but to an introvert,
multiple suggestions can be irritat-
ing. To her, anything verbalized
means a lot of thought has gone
into the statement and a decision
has been made. 

Here’s an alternative: Put bottles
of polish near her and say, “Here are
three polish possibilities. Why don’t
you think about them for a while
and let me know when you’ve made
your decision.” This gives the client
permission to mull it over and make
a decision calmly. Introverts take
between five and seven seconds
before they answer a question and
don’t like to be pressured into a
quicker answer. 

Perfecting these skills requires
practice, but learning to communicate
with personalities different from your
own is well worth the effort.
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there are three
extroverts, so

most clients will
be extroverts.



Suggest paraffin dips and
hydrating lotions. Paraffin dips
used in conjunction with colla-
gen- and elastin-based lotions
work well. Hodges explains,
“Paper itself pulls natural oils
out of hands and fingertips, and
the acids used in making paper

also can be irritants. Money is horri-
ble. Not only is i t  covered with
germs, but the inks can irritate sensi-
tive skin.” Check clients for cracking
along the sides of thumbs and fore-
fingers, along with cuticles that are
sliced from paper cuts.

Chalk, fabrics, inks, glues and
other adhesives used by paper-pusher
clients are hard on skin and nails.
These clients typically have little cuts
and “divets” around the cuticle area
as they dig into file folders. Avoid gly-
colics or other AHAs that can sting
and further irritate the skin. 

Wear nails square or oval. “A sec-
retary or teacher should wear nails
that are filed square or oval to reduce
the stress put on the tip,” explains
Shortt. “Nails tend to break more if
they’re rounded.” Shortt has also
learned that her clients who type a lot
prefer square nails that hit the key-
board letters evenly. 

Suggest nail art. If you haven’t
already done so, suggest nail art for
teachers. Singleton says, “They love
nail art because their students love it.”
Johnson adds, “Especially for little
girls, nail art is just fun.” In general,
Singleton knows that teachers are
very aware of their image because
students look up to them. Teachers
are more apt to take good care of
themselves and their nails.

Active Hands
Flight attendants, waitresses, animal
groomers and service industry
clients are a challenge for Schembari.
These clients’ hands are in constant
use, so they also have better luck
when they keep their nails shorter.
She adds, “Longer nails increase the
chances of trauma to the nails be-
cause they’re more easily banged or
bent backwards.” 

Johnson agrees that  certain
careers call for limits on the length
of a client’s nails, but overall you
have to listen to the client when
determining nail length. She has had
a number of factory worker clients
who “wear their nails long and do
just fine!”

Recommend water. Flight atten-
dants change climates daily, as well
as spending hours in the recirculat-
ing, drying environment of an 
airplane. McEnroe says, “I always
advise clients who are apt to get
dehydrated to drink plenty of water.
Their entire bodies become dehydrat-
ed, including their nails.” Dehydration
can also occur in cl ients taking 
certain medications.

Song and Dance
The concert pianist, the rock-and-roll
guitarist, the Broadway dancer or the
professional football player—musi-
cians and athletes always seem to
have special nailcare needs. 

Calluses, which develop on hands
and feet to protect irritated skin, are
important concerns for both of these
client groups. Guitarists need callus-
es on their fingers to strum, and run-
ners need calluses on their feet to
protect against the seams in running
shoes. “Don’t remove calluses; sim-
ply smooth them and keep them
supple with hydrat ing creams,”
Hodges recommends.

Nai l  length is  a concern.  
“Musicians have different needs.
Pianists may need their nails short,
while guitarists need their strum-
ming nails longer and enhanced for
strength and their  f rett ing nai ls
short,” she says.
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First Impressions
The first appointment is the best time
to determine your client’s personali-
ty. As progressive nail technicians,
we already begin the first appoint-
ment by “profiling the client,” get-
ting to know her technical needs. We

discuss what services she needs and
what nail length and shape and pol-
ish color she prefers. Several techni-
cal questions determine how to best
service her, and we record the infor-
mation on a client card. 

Why not ask one additional ques-
tion to determine her personality
bent and also jot down that answer?
Ask your new client, “As your nail
technician, I’d like to make your time
here as comfortable as possible. Do
you prefer to relax quietly while a
service is performed or do you like
to chat?” The answer can make the
difference between a one-time client
and a longstanding client.

Determining the personality of a
client may seem trivial, but in the
long run it will make appointments
much more enjoyable for you and
your client. Best of all, you’ll retain a
complete clientele that will feel
truly comfortable around you. 

Sheryl Macauley is a nail artist, educa-
tor, author, owner of the Bakersfield,
California-based Spaz Nail Art Systems
and a Nailpro contributing editor.
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Let It Grow
Gardeners—whether by profes-
sion or pastime—have unique
nailcare needs. Gloves are a
must, says Johnson. “As with
others who use their hands a lot,
gardeners do best to keep their

nails short and always wear gloves.”
Other nail techs offer tips to garden-
ing clients: Johnson recommends that
clients rake their nails across a bar of
soap before putting on gloves. “This
helps to keep the dirt out from under
nails as they work. Nails stained by
gardening can be lightened by rub-
bing a lemon under the free edge.”

Tech Singleton has natural nails
and likes to garden but hates wearing
gloves! She says, “I make sure I use a
massage oil before going into the gar-
den. When it’s time to wash my hands,
the dirt just rolls off, and the under-
sides of the nails don’t get stained.”

Although knowing a client’s voca-
tions and avocations can assist you
with nailcare and service recommen-
dations, clients don’t always listen to
that advice. Janice Reams, Nails
Please!, Houston, has a client who
trains horses and insists on long nails
and gels. As expected, there have
been a lot of breakage problems, and
Reams hopes to convince her to
switch to acrylics and a shorter length.
Singleton has had female police offi-
cers insist on long, red extensions,
claiming that “red nails make a state-
ment.” Most clients, however, will wel-
come your suggestions on the best
nail care to fit their lifestyles.

Marcia Travelstead is a nail tech and
freelance writer in St. Louis.
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Flight attendants
spend hours in 

a drying 
environment.
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