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“Resort Rescue” Host Shane Green’s Advice 
for Business Owners

1) Focus on social media reputation.

Ignoring your social media feedback is tantamount to ignoring a handwritten comment card, phone call or in-person comment. Your customers, clients and fans expect a response, and they deserve it. Statistics prove that if you aren’t responding to feedback within 24 hours, you are leaving a bad impression on the person who commented…and on every other person who reads that interaction. Remember that advocacy is the most important score today – you need as many people recommending your business and brand as possible. Do not ignore your social media reputation!

2) Focus on fixing the process that is most painful to your customers.

Using customer feedback and your own observations of the operation, you should be able to identify the processes that are most painful to your clients. If you are not focused on where you are wasting the customers’ time, then you are focused on the wrong things. If you waste their time, or make interactions painful, then you are going to forfeit potential revenue or hurt your reputation. 

3) Ensure the first 10 minutes of your introduction to clients are welcoming, seamless and clean.

From the moment you greet your customers, they are deciding if they made a good choice of giving you their business. Once they decide if they made a good choice, their opinion rarely changes. Everything they see or do from that point on is taken as proof of their initial assessment. If they disliked it in the first 10 minutes, they will see everything in a negative light. Thus, it’s vital that you make those first 10 minutes positive.

4) Select the right people.

Hire people for the cultural fit – not just the job fit. While hiring an employee with experience is certainly a requirement, it’s important to have someone who is a good team member and actually likes to take care of clients. Hiring just for experience will end up costing you money as passionless people influence your other employees to be less engaged, make mistakes and ultimately, cause you frustration.

5) Make every team member an expert in your products and services.

Ensuring your entire team becomes experts on your products and services will give them the comfort and confidence to recommend, cross-sell, and up-sell other products and services your business offers. I see so many sales opportunities left on the table in restaurants, hotels and retail stores because the staff is not knowledgeable enough to make a recommendation. For example, if a customer buys a Cajun cookbook in a hotel gift shop, the associate should recommend the best Cajun dish in the hotel restaurant. Being great at service also means being great with sales.
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