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Introduction

In the salon industry, client retention is
the key to sustained growth and
success. While attracting new clients is
essential, keeping existing ones coming
back is often more cost-effective and
beneficial. Effective communication is
at the heart of building loyalty and trust
with your clients, ensuring they feel
valued and appreciated every time they
visit.

[ created the ‘Keep Clients coming
back’ guide’ to share the tools and
strategies I wish I had during my

PAULINE PENEDO

journey. My goal is to empower salon
owners like you to master the
technical side of the business, lead
with confidence, embrace change,

and build a thriving, sustainable salon
that reflects your vision and values.



The Impact of Citective communication and Building Loyalty

According to Econsultancy, 82% of companies agree that
client retention is cheaper than acquisition. Consistent,
personalized communication can help reinforce the client’s
decision to choose your salon, increase satisfaction, and
encourage them to return. This guide provides strategies to
improve your salon’s communication practices to enhance

client loyalty and retention.

Studies by Bain & Company show that a 5% increase in
client retention can lead to a 25-95% increase in profits.
Additionally, 68% of customers leave because they feel the

business does not care about them.

Understanding Client Preferences

Clients want to feel heard and valued. Understanding their
preferences, needs, and feedback allows salons to tailor their
communication and services accordingly, resulting in stronger
relationships and better client retention.
Common Communication Pitfalls:
* Generic Messaging: Sending the same message to all clients
without considering their individual preferences.
* Inconsistent Follow-Ups: Failing to follow up after an
appointment or not sending reminders.
e Lack of Engagement: Not engaging with clients between
appointments can make them feel forgotten or undervalued.
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Strategies for Cttective Client Communication

Here are some effective strategies to build and maintain strong
communication channels with your clients:

Personalize Follow-Ups

Why It Works: Personalized messages show clients that you
care about their experience and value their feedback.

How to Implement: Use your salon management software to
send personalized thank-you messages, follow-up emails, or
texts after each appointment. Include details like the service
they received and any recommended aftercare products.
Pro Tip: Send a quick survey or ask for feedback after the
service to show you are committed to continuous
improvement

Create a Nonthly Newsletter

 Why It Works: Regular newsletters keep clients informed

about new services, promotions, and salon updates,
making them feel involved.

How to Implement: Develop a monthly or bi-weekly
newsletter that includes beauty tips, product highlights,
upcoming events, and special offers. Ensure the content is
engaging and valuable.

Pro Tip: Include client testimonials or feature a "Client of
the Month" to build community and loyalty.
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Automate Appointment Remincdlers

e Why It Works: Reminders reduce the chances of no-shows
and keep clients engaged and informed.

e How to Implement: Set up automated SMS or email
reminders for upcoming appointments, 24-48 hours in
advance. Include options to confirm, cancel, or reschedule
to make it convenient for clients.

e Pro Tip: Personalize the reminders with the client’s name,
the stylist's name, and a friendly note.

[andle Complaints and Feedback Professionally

o Why It Works: Addressing complaints promptly and
professionally shows that you care about your clients'
satisfaction and are willing to improve.

e How to Implement: Develop a standard procedure for
handling complaints, including actively listening,
empathizing, and offering solutions.

o Pro Tip: Follow up with clients after resolving their
complaints to ensure they are satisfied and likely to return.
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ACTION PLAN

Here’s a quick checklist to help you start enhancing
communication with your clients:

o Set Up Personalized Follow-Up Messages: Use your salon
software to automate personalized messages after every
appointment, asking for feedback and offering a thank you.

e Develop a Content Calendar for Newsletters: Plan your
newsletter content in advance and schedule regular releases
to keep clients engaged.

e Automate and Customize Appointment Reminders: Ensure
your reminder messages are personalized and provide easy
options for clients to manage their bookings.

e Create a Complaint Handling Protocol: Establish a clear
process for managing complaints and feedback, and train
staff to handle these situations with care and
professionalism.

Citective communication is the Toundation of strong client
relationships and retention. By personalizing Tollow-ups,
keeping clients informed. automating reminders. and handling,
complaints professionally. you can create a client experience

that encourages loyalty and long term business growth.
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Thank you for taking the time to explore these building Loyalty
through communication strategies with me! I hope you found
these tips valuable and are ready to build stronger, more loyal
client relationships in your salon.

Remember, building loyalty with current clients is much more
cost-effective than constantly attracting new clients. If you're
ready to take your salon to the next level and need more
personalized guidance, I'd love to help you create a strategy
tailored to your unique needs.

Schedule a FREE consultation call with me today! Let’s chat

about how we can elevate your salon’s success together.
Thank you for being a part of our community, and I look
forward to supporting you on your journey to salon success!

With appreciation,
Pauline
Little Hill Coaching
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