
I just came home from watching what will surely be another Oscar nomination for Meryl 
Streep in Doubt.  The movie tells the story of a Nun/principal of a Catholic school who 
suspects the Priest (Philip Seymour Hoffman) of improper relations with a twelve year old 
African America student.   

There isnôt any real proof, however, the Nun calls on her past experience and her obser-
vations and believes with ñcertainty!ò her claims.  Justiý cation and explanation is shared 
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Do you make your customers jump through hoops to do business with you or do you give 
them the beneý t of doubt and work to make their experience a satisfactory one?

hind us and hopefully by the end of 
2009 weôll see a reversal in the trend.  
In the meantime, refocusing our ef-
forts on customer service should be 
our number one priority.

Customers have tons of choices 

ers have of their experience with 
you?  What process do you have in 
place to ensure that your employees 
exceed those expectations?  Do you 
have a method of measuring your 
success?

I would invite you to visit Make or 
Break Moments, a customer service 


