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WHAT KEEPS CLIENTS RETURNING TO YOUR
SALON? IS IT A CATCHY NAME? THE LATEST
EQUIPMENT? FANCY KIOSKS? COUPONS?
These may play a role, but what brings your
clients back again and again is solid cus-
tomer service combined with expert tech-
nique and attention to detail.

You know you work to perfect your
technique. You know you go out of
your way for clients and you’re always
friendly. However, you also know that
maintaining a high level of customer service
requires working with people who are just as moti-
vated as you. Your nail technicians should believe in
the highest degree of service possible. But how do

you help them accomplish this?

Positive reinforcement motivates people. It gives
them the drive to come in every day and work eight
hours, or more, with you. But if they don’t feel
appreciated or their ideas are shot down repeatedly,

they’ll look elsewhere for employment.



With intense competition in this
industry, you need to keep your quality
nail techs working with you. Those
gems who handle customers in an effi-
cient, friendly manner are prized.
Being hurried, but yet making every
client feel as if you have all the time in
the world takes great skill. Maintaining
a satisfied staff is just as important as
maintaining satisfied clients (some
might argue more important).

You don’t have to spend thousands
of dollars on consultants, seminars or
books. Instead, focus on something
extremely simple to motivate those
around you. Listen to the words you
say and find ways to use those words in
a motivating manner.

Start on the right foot. The follow-
ing statements are ideas to get you
thinking about what you can say to
nail technicians and others on your
staff to motivate them. Use these or
develop your own. Either way, you’ll
be on the road to managing and moti-
vating successfully.

“You’re an awesome nail techni-
1 cian.” Letting someone know you

notice how well she’s working goes
a long way in keeping her on track. Too
often, we fail to recognize our stars. We
assume they know we appreciate them,
but the benefits from actually telling
them are immeasurable. Sometimes,
even telling a mediocre employee she’s
doing a particular task well causes her to
want to perfect the rest of her job skills.

“I enjoy working with you.”
2 Camaraderie at work is impor-

tant. And telling employees you
like their company says a lot about
you as a manager. It says that you
don’t always have to restrict yourself
to a manager/employee relation-
ship; that sometimes you enjoy just
working alongside that person
because of her wit, caring attitude
or positive work ethic.

“There aren’t many people who
3 could have done this project as
quickly and accurately as you
did.” Again, show appreciation, and
at the same time point out specifically

what aspect of her work made you
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take notice. In some cases, it could be
that the tech finished something in
record time—organizing the stock
room, cleaning the retail area,
designing a new pedicure service—
while still doing an outstanding job
on her clients’ nails.

“You’ve become a real asset to

our team.” Show employees you

feel confident in your decision
to work with them. Building and
maintaining a strong team is a large
part of your job. When you recog-
nize your staff’s contributions to
your company’s success, team mem-
bers feel welcome and valued. When
a new employee reaches her comfort
level, she’ll be much more motivated
in everything she does.

“T don’t know what we would do

without you.” Again, tell your

employees they’re important to
you. Show how the success of your
salon directly relates to your employ-
ees’ efforts. This not only indicates
that a thriving team has been
formed, but also demonstrates that
you recognize their contributions.

“Feel free to look in the commu-
6 nity college catalog for courses

in which you may be interested.
I’ll pick up the tab.” To keep employ-
ees motivated about their jobs as well
as the industry, provide them with
perks that will help them perform bet-
ter. If you have a large Latin client
base, you might have some nail techs
who want to learn Spanish to better

communicate with their clients. Or,
maybe they want to improve their
time-management skills or goal-setting
abilities. Encouraging them to develop
themselves shows you’re interested in
bettering their skills and talents.

“You have a very positive attitude.”

A person is usually conscious of

the fact she has a positive
attitude, but letting her know you
appreciate her attitude will keep her
positive. When a stressful situation
happens during the day, a nail tech
with a positive attitude bounces back
from the situation in a much shorter
period of time than a co-worker with
a negative outlook.

“Is there anything I can do to
8 make your job easier?” Some-

times your staff may have real
problems that hamper their perform-
ance. Often, employees are reluctant
to report these problems to you since
they think it makes them sound lazy,
negative or whiny. Try opening the
door to these issues. Creating an envi-
ronment where everyone feels free to
identify problems and potential solu-
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tions really fosters motivation. You
don’t have to solve every problem, and
you don’t have to play favorites. Just
listening is often enough.

you need to do your job better?”
Make sure employees have the
right tools to get the job done. Go
beyond the tools of the trade and see

9 “What supplies or equipment do



if perhaps better lighting or updated
scheduling software would be appro-
priate for your location. Seek every-
one’s input.

“How about lunch? On me.”
IO Every now and then treat

someone who does a good
job to lunch. Try taking each person
to lunch at least once a year. Even if
you have nail techs who have only
average technique, look for some-
thing good in their performance to
reward. But don’t use the treat as an
opportunity to discuss ways they
could improve or to identify what
they’re doing wrong. The lunch
treat is a reward and is a means of
positive reinforcement.

[1

come up and I won’t be able to go,

“Would you be interested in
going to the Nailpro Show in
Atlanta for me? Something’s

but I’d like somebody from our team
to be there.” Giving employees
opportunities like this indicates you
have a great deal of trust in them and
you think highly of them. It’s also a
fantastic way for them to keep abreast
of happenings in the industry. Of
course, in this situation, let the tech

ment should also encourage them
to be more interested in the salon
and its success. Listen to your nail
techs’ opinions. Your staff is often
responsible for implementing new
ideas or policies.

“Don’t feel that what you do
1 3 goes unnoticed. I saw how

well you handled that upset
client, and I think you created a win-
win situation for her and for us. Great
work!” Be specific in your praise.
Sometimes your employees think that
you don’t see what they have to deal
with. If you witness an irate client
being handled in a way that soothes
the client and ensures she’ll return,
let everyone know—not simply the
person resolving the issue. Praising
one person motivates her. Praising the
person in a group setting motivates
the entire group.

' “Thank you.” This old, sim-
4, ple courtesy still works. Use

it often.

“I have a project and I
want you to spearhead it.
Let me know what resources

yow’ll need, including people, money

Praising one person motivates her

Fraising the Persomn in a group seftting
motivates the entire group.

know ahead of time you expect a full
report on everything at the show—
seminars, keynote speakers, new
products and exhibitors.

“You have a good eye for
1 2 these kinds of things. What’s

your opinion on this?”
Involve employees in decision-mak-
ing opportunities. You’re not neces-
sarily asking them to make
the ultimate decision, but you’re
indicating how important their
input is on the matter. This involve-
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and time.” Showing faith and trust
that an individual can oversee a proj-
ect fosters motivation. Assigning
responsibilities and the authority
to carry them out will develop a
dependable staff.

“I'm impressed with how your
1 6w0rk is always so polished.”
People tend to repeat posi-
tively recognized behaviors. Telling a
nail tech her set of nails is polished,

excellent or superb will encourage her
to create great nails almost every time.

“Congratulations! You’re the
1 7employee of the year!” Re-

cognition programs—whether
they’re yearly, monthly or weekly—
inherently force you to publicly aknowl-
edge good performance. Use these well
and always seek to improve them. They
should be sincere and adhere to specif-
ic measures of performance. In other
words, don’t just pay lip service to your
recognition programs. Be sincere with
your accolades.

“I’'ve budgeted $100 this year
1 8f0r you to subscribe to any

publications you think will
help you in your work.” Assist employ-
ees in becoming more knowledgeable
about their jobs. Provide subscriptions
to magazines, books or videos that will
help them with their work.

“I just got off the phone with
1 9 a client you had earlier today,

and she wanted to let me
know you’re the best nail tech she’s
ever had.” When you tell an employee
she’s doing well you motivate her, but
when someone else also recognizes a
tech’s performance (particularly a
client), it’s even more powerful.
Share positive comments you receive
as soon as you get them. Remember
to also pass along positive comments
about the salon as a whole. Hearing,
“l love coming here, it’s always so
relaxing and peaceful,” from a client
encompasses that client’s feelings
about everyone she’s been in contact
with in your salon. So be sure to tell
everyone who worked with her.



“Good job!” This probably
is the most lasting of the
positive statements you can

make to people in your salon. They’ll
tell their friends and family about your
kind words and always remember
them. Make your staff feel proud
they’ve chosen to work with you.
Giving positive reinforcement isn’t
easy. If you don’t normally use words
to motivate employees, it may feel awk-
ward and, to you, it may even sound
insincere. But your words of praise
could mean the world to your employ-
ees. Showing consideration and telling
your staff you appreciate them is your
job. Experienced managers know that
positive reinforcement soon becomes
easy and ultimately part of their vast

repertoire of managerial tools. ¢

Steven Austin Stovall is professor of
management at Wilmington College in Ohio.
He’s also a consultant and trainer spe-
cializing in management, entrepreneurialism,
and marketing. He can be reached at
steven_stovall@wilmington.edu.
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