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Late in 2006 I was working in 

Bloemfontein in South Africa with a 

client. This was my first time to the 

city. That evening I had to find a 
restaurant for a meal and I wandered 

down the main street wondering which 

one to select. The Famous Butchers 

Grill caught my eye. I had never heard 
of the name before, but with a name 

like that I thought it should be a 

memorable experience. It is part of a 

small chain that started, I believe, in 

Cape Town: www.butchersgrill.com  
 

I was met at the entrance by Miriam, 

a 25 year old from Lesotho who had 

worked for the business for the last 

two months.  

 

After the customary greeting she 

asked if this was my first visit to the 

restaurant, to which I told her it was 

my first visit to the town as well as 

the venue. Instead of taking me to a 

table she said “Let me show you 

around”. She started by taking me to 

the butcher and introduced me to 

the person and asked what I knew 

about cuts of meat. 

 

I decided to play along and 

mentioned that I was not familiar 

with most meat cuts. She then 

explained the various cuts of meat 

and what cuts she believed I should 

select. I was then asked what wine I 

preferred and was ushered to the 

wine cellar where she took me to 

the expensive wines and asked: 

“what is your favourite wine?” I 

mentioned I normally drank Shiraz 

and she then escorted me to the 

Shiraz section where I selected a 

wine.  

 

She then picked up another 

vineyards bottle and said that this 

was her favourite and recommended 

I select that bottle.  

 

At this point I was finally ushered to 

my table where she poured the 

wine. Once I had tasted the wine 

she said “I was right wasn’t I, this is 

a good wine”, to which I had to 

agree. 

 

She then recommended a meal and 

the level of service continued with 

the dessert. After one meal Miriam, 

had got to know my preferences 

and become my food hero in 

Bloemfontein. 

 

Another experience 

The week before I visited my local 

hardware retailer in Australia as we 

needed to paint our spare bedroom 

because a guest was coming. Since I 

was traveling overseas in two days I 

had one weekend to complete the 

job. We need a painting sheet to 

cover the floor. We walked in and 

asked for a cover sheet and the 

sales assistant replied “We have sold 

out of the cheap ones” and then 

walked away. 

 

Why Miriam wins, hands down 

These two events in customer 

service occurred within a few days 

of each other, one in a first world 

environment and one from someone 

who had just come from a third 

world environment.  Customer 

service is about building a 

relationship with the customer and 

Miriam won hands down. 

 

Miriam understands that the 

consumer is looking for an expert 

who can provide information, ideas 

and solutions. The person that does 

that develops a relationship with the 

customer and they become 

advocates, not of the company, but 

of the salesperson. It is worth 

analysing the skills Miriam has learnt 

in her short time in retailing: 

 Greet the customer using your 

name.  This gives the customer 

the opportunity to provide their 

name. They may not provide it, 

but Miriam had opened up the 

opportunity. I gave my name and 

she used that as a reference 

point and used it in the 

conversation that proceeded. 

 Find out as much information as 

you can from that person before 

you jump to conclusions. Miriam 

greeted me and asked if this was 

the first time I had been to the 

establishment. She was aware 

that she needed to take me on a 

John Stanley 

Customer Service - Miriam’s Journey 

 

“Miriam understands that the consumer is 

looking for an expert who can provide 

information, ideas and solutions. The person 
that does that develops a relationship with the 

customer and they become advocates, not of 

the company, but of the salesperson.” 

http://www.butchersgrill.com/
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journey, but needed to establish 

the ground rules to enable her 

to decide on the road map that 

lay ahead for both of us. Rather 

than take the traditional route of 

taking me to a table, she took 

the non-traditional route as she 

was aware that this would be 

more memorable for her client. 

I was her customer and she was 

not going to let me go. When 

we met the butcher she stayed 

with me, rather than leaving me 

with the butcher. 

 The customer forms a 

relationship with a person, not 

with a company and Miriam was 

fully aware that she needed to 

stay with me to build a rapport 

and to build on the bonding. She 

realized that she needed to be 

the consultant and to provide 

the information I needed to 

make my decision. In the wine 

cellar she was correct in taking 

me to the expensive wines and 

then allowing me to decide on 

the price point I was 

comfortable with. Once this had 

been decided she then selected 

a product within the range that 

she promoted as her favourite 

to establish the fact that she was 

the expert in this scenario. 

 She provided add on value for 

the customer. When it came to 

selling she offered the dessert, 

she was fully aware that her role 

was to be a seller. If I purchased 

what I came in for and nothing 

else, then she would have failed 

as a salesperson. She sold the 

dessert with confidence and 

reassurance. 

 

Compare the above with the 

hardware salesperson who believed 

everyone bought on price.  Not only 

was he rude, but he made 

assumptions. He believed everyone 

though like he did and was only 

interested in price. Price is a 

motivator in certain situations, but 

those situations vary from situation 

to situation and from client to client. 

You have to get to know the 

customer before you can make any 

decisions. 

 

And In Your Business…? 

How do the above scenarios relate 

to your business?  

 Firstly, does everyone in your 

team realise that the customer is 

on a journey and that they are 

part of that journey? If they can 

exceed the consumers mind set 

when the consumer walks into 

the store then they will become 

remember able. The consumer 

does not want a relationship 

with the store; they want a 

relationship with the individual 

they first meet when they visit 

the store. 

 Secondly, the consumer would 

like the salesperson to stay with 

them on the journey, not hand 

them from person to person. If 

you can build a relationship with 

the person then you develop 

your own cliental. Nordstrom in 

the USA has used this approach 

to customer service for a 

number of years and many 

would argue that they provide 

the best customer service in the 

USA. 

 Thirdly, the worst thing you can 

do is bring price into the 

equation too soon. If the 

customer asks for the price then 

you have a role to discuss it, but 

if the customer is in a solutions 

and ideas mind set, then price is 

not where you start as a 

consultant in the selling game. 

 Fourthly, do you know your 

products and have an opinion on 

your products. In another 

restaurant last week I asked the 

waiter which dessert they 

recommended, the response 

was that they could not answer 

the question as they did not eat 

in the restaurant. At least they 

were honest and as a result I 

stayed with the coffee. Do make 

sure that your team has their 

favourites as this gives the 

customer confidence in the 

advice and the person. 

 

The Key to Success 

The key to success is on-going 

training. Recruit people with 

personality, train them to provide 

them with confidence and then 

empower them to make decisions. 

As a result these guys should 

become your top ambassadors and 

sales team members. 

 

Finally if you are in Bloemfontein in 

South Africa do drop into The 

Famous Butchers grill and say hello 

to Miriam for me (that’s if she still 

works there). 

 

© Copyright John Stanley 

 

 

About the Author 
John Stanley is a conference speaker 

and retail consultant with over 20 

years’ experience in 15 countries. 

He regularly contributes to retail 

magazines around the world and has 

co-authored several successful 

marketing and retail books including 

the bestseller Just About Everything a 

Retail Manager Needs to Know 

(obtainable from Amazon: ISBN-10: 

0975011804/ ISBN-13: 978-

0975011805).  

 

John Stanley Associates produce an 

e-newsletter specific to retailing; this 

includes innovative ideas and advice 

to help you grow your profits. If you 

would like to receive a regular copy, 

please visit www.johnstanley.com.au 

or email 

newsletter@johnstanley.com.au  

 

Co-ordinates 
Mail: John Stanley Associates 

142 Hummerston Road 

Kalamunda, Western Australia, 

6076 

Tel: (+0061) 8 9293 4533 

Fax: (+0061) 8 9293 4561 

Email: info@johnstanley.com.au  

Web: 

http://www.johnstanley.com.au  

 
 

See John in Action 
Short clips to give you an 

overview of John’s style of 

presentation. CLICK HERE 
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Important Notice 
© Copyright 2015, Bizezia Limited, All Rights 

Reserved 
 

This article appeared in Better Business Focus, 

published by Bizezia Limited ("the publisher"). 

It is protected by copyright law and 

reproduction in whole or in part without the 

publisher’s written permission is strictly 

prohibited. The publisher may be contacted at 

info@bizezia.com(+44 (0)1444 884220). 

 

The article is published without responsibility 

by the publisher or any contributing author for 

any loss howsoever occurring as a 

consequence of any action which you take, or 

action which you choose not to take, as a 

result of this article or any view expressed 

herein.  

 

Whilst it is believed that the information 

contained in this publication is correct at the 

time of publication, it is not a substitute for 

obtaining specific professional advice and no 

representation or warranty, expressed or 

implied, is made as to its accuracy or 

completeness. Any hyperlinks in the article 

were correct at the time this article was 

published but may have changed since then. 

Likewise, later technology may supersede any 

which are specified in the article. 

  

The information is relevant primarily within the 

United Kingdom but may have application in 

other locations. 

 

These disclaimers and exclusions are governed 

by and construed in accordance with English 

Law. 

Publication issued on 1 October 2015 
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