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The Pelican is a community 
initiative made possible with 
funding and support from  
Community Futures Lac La  
Biche.  Please forward com-
ments, suggestions or story 
ideas to contact@cfllb.com.

Whether you are  a business owner, 
manager or employee, you’ve most 
likely  had to deal with customer 
complaints in one way or another. 
It’s true that none of us like to get 
them, but when they are dealt 
with properly, your customer’s 
frustrations can leverage a distinct 
advantage over your competitors. 

When you work through a customer 
complaint, you are provided with 
an opportunity to turn a dissatis-
fied customer into a loyal repeat 
client. However,  it is more than 
just that. The way you manage the 
issue can set a tone and precedent 
for your business and your team in 
regards to how you manage future 
complaints. It will set the ground-
work for continually improving 
customer service, products and 
services you provide, along with 
your reputation in the community. 

As we participate in a new econo-
my; a world where small business 
owners are competing  globally for 
local business, making the most of 
every opportunity to improve what 
we do is critical to our survival. In a 
small rural community like Lac La 
Biche, learning to exceed customer 
expectations has become vital to 
operating a successful business. 

The conversation during our  
December Business Leaders Break-
fast meeting at the Almac Hotel 
centred on how we can use cus-
tomer complaints and frustrations 
to improve customer service. We 
agreed that if each of us does our 
part to improve relationships with 
regional customers, we’ll also help 
to improve the overall business 
climate in Lac La Biche County.

If you haven’t attended one of our 
Business Leaders Breakfast meet-
ings yet, this is your opportunity 
to become part of the discussion.  
We are committed to complete the 
meeting (including breakfast that 
is available for purchase) in just 
1 hour from 8:00-9:00 AM. I look 
forward to your participation at 
our next event on January 22nd at 
Mac’s Grill. ■
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Dealing with Customer Complaints
Customer complaints can be transformed 
into a good thing for your business.  Al-
though you might consider that dealing 
quickly with customer complaints is just 
a matter of working through unfortunate 
circumstances or “problem clients,” in 
actuality it is an opportunity to develop 
long-term relationships with the same 
customer and to develop proactive pro-
cedures for improving customer service. 
Ultimately, better client relations and 
client service  will improve your bot-
tom-line. 
 
When you receive a customer complaint, 
consider the following: 
 
1. Is this the first time that this customer 
has complained? 
2. Is there a record of similar complaints 
that can be reviewed? 
3. Is the problem something that is re-oc-
curring? And How often? 
 
If you answer these questions honestly, 
you will be able to frame the situation  
to deal with either the single incident or 
as something that should be addressed 
to a group of clients at the same time. 
Remember, with customer complaints, 
proper documentation and on-going 
review goes along way to ensure that the 
customer is satisfied and that the same 
matter doesn’t  happen again. Here are 
a few steps that can help you and your 
business manage customer complaints: 
 
1. Be a great listener 
When a customer has a complaint, hear 
them out without interruption. Make 
them your number one priority in that 
moment, and avoid any distractions. By 
doing this, you show that you are con-
cerned about their issue, and that fixing 
the problem is as important to you as it 
is to them. Make sure that you document 
their concern for future reference. 

2. Don’t be afraid to apologize 
If you’ve made a mistake, own up to it. 
A customer is more likely to forgive a 
mistake if you acknowledge the problem 

and say that you are sorry.  
 
3. Find solutions that work for your 
customer and your business. 
Needless to say, it’s important to solve 
your customer’s problem as quickly as 
possible. Once that is done, the very next 
step is to ensure that there is a system in 
place to ensure that it doesn’t happen 
again. Work with your staff and your 
clients to make positive changes to pro-
cess, products and customer service. 
 
4. Follow-up  
Once issues have been resolved, follow 
up with staff and your customers to 
ensure that there is a common under-
standing, moving forward. It is advisable 
to send a letter or formal email to your 
customer to let them know that their 
concern was important to you and that 
you have taken the necessary actions. 
“Closing the loop” will help to build 
a long term relationship between the 
customer and your company. Don’t be 
surprised if customers who made a com-
plaint recommend you to others, based 
on your willingness to work through their 
problem.
 
5. Manage your social media 
For some customers, it’s easy to make a 
complaint or post a bad review on social 
media rather than confront you in per-

son. Don’t take this lightly. Manage cor-
porate Facebook, Twitter, and Instagram 
accounts like you would any “in-person” 
customer. Respond and follow-up with 
digital complaints and comments just 
as you would with an actual person. 
Post complaint follow-ups and changes 
to your processes. Let folks know that 
you welcome criticism and are willing to 
make changes when their comments are 
justified.  

How you manage customer complaints 
can make the difference between a 
thriving, progressive business and one 
that struggles to succeed. Satisfied, loyal 
customers will provide your business 
with a reliable (and potentially growing) 
revenue stream. ■

Didja KNOW?
The Lac La Biche Canadian Native 
Friendship Centre has delivered services 
to residents of Lac La Biche and sur-
rounding areas since 1986. Currently, the 
Native Friendship Centre  operates over 
7 different programs and offers a variety  
of services to the community, including 
print and fax access to employment 
support. For more information call 780-
623-3249. (If you would like to share a didja 
know about a Lac La Biche business or service, 
email: project@llbcf.com) ■
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New Business Profile: 

Queen Bean 
Cafe & Bakery

Most Common 
Business  
Mistakes #5
 
Hiring the wrong person  

The hiring process is critical to both new 
and existing businesses. While bringing a 
new person on-board can cost as much 
as 30% of their annual salary, hiring the 
wrong person can cost much more.  A 
poor hire can undermine staff morale, 
affect your reputation and client relation-
ships, and negatively impact your bottom 
line. Because of this, it is important to 
treat each hire very carefully and make 
sure that the new employee is the right 
fit.   
 
You can reduce poor hires by being 
honest about what type of person you 
are looking for throughout all phases of 
the interview, including the written job 
overview and through the nature of your 
interview questions. Hiring is more than 
just finding someone with the appropri-
ate skill-set. It is also making sure that 
the new hire is a good fit into the culture 
of your organization.  
 
One of the first signs that you’ve hired 
the wrong person is when you decide 
to reassign a new employee to different 
duties than they were originally hired to 
perform. Often this happens because it is 
simply easier than letting them go. If you 
want your next hire to be the right one, 
keep these ideas in mind:

• Develop a consistent interviewing 
and hiring process

• Hire for attitude as much as a partic-
ular  skill set, whenever the opportu-
nity presents itself

• Consider the “personality” and phi-
losophy of your company to ensure 
that new employees are the right fit.

Manage your expectations regarding new 
employees. Remember, the right person 
can be trained, while the wrong person, 
even if they have the skills and experi-
ence, may not be the best choice for your 
company. ■

The idea for owning a business was 
seeded for Lac La Biche born and raised 
Tamam Hattum when she was grow-
ing up in her parents’ restaurant. After 
working 4 years as an EMT, Tamam (and 
her mother) was kept busy in her spare 
time filling requests from the community 
for custom-order baked goods. After a 
successful stint at the Farmer’s Market, 
Tamam decided the time was right to 
open her own store-front business, 
Queen Bean Café and Bakery.

Operating since November 18th and 
Located at 10027-101 Avenue between 
IDA and the medical clinic, Queen Bean 
specializes in a variety of baked goods 
and sweets, along with a daily selection 

of savory Lebanese and Mediterranean 
dishes, like pasta salads, flat breads, and 
soft pretzels. Special orders and custom 
baking on request are also a big part of 
the Queen Bean business model.

Despite a slow economy, Tamam is 
excited to point out that business has 
been extremely good. She invites anyone 
who would like to try some unique food 
options to drop by the café and see what 
it’s all about.  Oh… just one more thing, 
Fridays at Queen Bean are now Fatire 
Fridays. Orders ($25/dozen) are due by 
the Wednesday of that week for pick up 
on Friday afternoon.

Queen Bean is open Monday through 
Friday from 9:00 AM to 5:00 PM and  
Saturdays from 10:00 AM to 4:00 PM. 
Visit Queen Bean on Facebook or call 
(780)623-4237. ■

Business Leaders Breakfast 2.0
Weds. Jan 22, 2019 8:00 AM Almac Hotel  
Call 780-623-2662 to Register

ROABA General Meeting  
Jan 16 - McArthur Place, 5:00 PM  
MEG Energy Presenting. Call 780-623-3144 for more 
information

Chamber of Commerce
Brews and Chews Meeting Jan 24, 6:00 PM 
Executive Meeting Feb 3
Call 780-623-2818 for more information



Telephone contact: 780-623-2662    
 
E-mail: contact@cfllb.com
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11 WAYS TO WIN 
AT BUSINESS 

1 Dress for success

2 Offer value

3 Remember: Youth will surprise you

4 Network and cooperate

5 Embrace change

6 Think of seniors as the forgotten gold

7 Look through your customers’ eyes

8 Sell what you have

9 Be inviting to customers

10 Don’t settle

11 Shout loud, far, and wide

7. Look through your 
customers’ eyes

The importance of shopping in your home community has 
become a hot topic for discussion throughout rural Alberta. 
Many  small town businesses struggle to survive, as poten-
tial customers commute to larger centres for the “big-box-
store” experience, or stay home and just make purchases 
on-line. However, spending money locally should be seen 
as more than just a charitable exercise by well meaning 
community members. In reality, spending your dollars at 
home has  a significant effect on local employment and the 
availability of products or services in the area. The success 
of local businesses has an impact on all community sup-
ports, regional infrastructure and non-profits through the 
collection of municipal taxes. Simply put, a good portion 
of every dollar spent locally stays in the community and is 
reinvested in other activities. And there are a lot of fringe 
benefits like a vibrant shopping district, more tourists, and 
a reason for young people to stay home. By building on 
the success and celebrating the accomplishments of small 
business, more people in the community will be interested 
in starting businesses of their own. As attitudes change, so 
does the reputation of the community. It will be known as 
a place where small business thrives and a great place to 
live. 

There is another benefit to shopping local that may seem 
obvious, but is easy to overlook. By shopping locally, you 
will develop business and personal relationships with 
neighbours, local professionals, and folks who have the 
local expertise to get things done, right in your home com-
munity. 

So when someone is weighing the merits about whether 
they should shop local, order on-line, or see what they can 
find in the city, or the next time you are trying to convince 
a potential customer to buy local rather than looking else-
where, ask them to think about the big picture. Ask them to 
think about the services they would like to have locally. Ask 
them to think about where they would like their hometown 
to be in five years. It is really so much more than just a 
simple purchase. 

When you look at your business through your customers eyes, 
you will begin to realize what is important to your success. 
This first-step will help you to consider why a customer would 
choose your business over that of a competitor.  
 
Your customer is inevitably looking for something. Your ability 
to make it easy for them to find it is essential. Putting what they 
are looking for right out front, whether it is on your website or 
in your store, is a key to your success. In other words, make sure 
your products and services are visible. 

The  view of your business as an owner, manager, or employee, 
might not be the same as your clients. Once you have mastered 
the ability to look through your customers’ eyes, you will devel-
op loyal clients, and help your business to stand out from the 
competition. ■

Why Shopping Local 
Makes Sense

Put your business on the map and be part of 
the App by registering it on the Lac La Biche 
Region Business Directory at:  
www.llbbusiness.com

Download the phone App on iTunes or Google Play.  
Search “Lac La Biche Region.”


