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Chase reminded us of the importance of customer service to any size business and he offered up the following opinion, which appeared in the Richmond Times Dispatch on Sunday, December 17, 2006:
     “What I’ve noticed through the years is that there’s very much a self-fulfilling prophecy among customer-employee relationships.  I think when you go into a place expecting to be treated in a friendly and courteous manner, you usually are.  And when you go in expecting to be treated rudely, usually that happens, too….. Friendly stores just don’t happen.  There has to be an interaction between the customer and the employee…..

     Corporate culture doesn’t start in the middle and go up.  I think it starts at the top and goes down.  And I think that, basically, it’s the golden rule.  You treat people as you want to be treated yourself.  And I say that, but it’s not as easy as it sounds.”

                                                                                  Jim Ukrop, a Richmond businessman.

