
 
MOMENTS OF MAGNIFICENCE 

How to be a C. A. R. E. Customer Service Person 
 

With all the hoopla about service in 
America the last decade, customer 
service is on the decline.  The 
Bureau of Labor Statistics and the 
American Society for Quality report 
that service is eroding fast. 
 
The last few years has seen many 
approaches to revitalize quality 
service.  Take your pick from Tom 
Peters, Deming, Juran, Crosby, Total 
Quality Management, and re-
engineering.  Yet, Harry Bechwith, 
who wrote Selling the Invisible., 
agrees with the bad news about 
customer service.  He says, “Service 
in this country is so bad that you 
can offer above-average service and 
still stink”. 

 
Why is service so bad and what can 
be done about it?  First, there are 
many reasons for service failures: 
 

 poor hiring practices 
 downsized companies and 

service 
 limited labor pools 
 lack of training 
 lack of support 
 lack of management 

commitment 
 
All these reasons are just excuses.  
Some organizations like Federal 
Express and Disney deliver 
exceptional service anyway. 
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There is another compelling reason 
for poor service.  The Minneapolis 
Tribune newspaper held a clue 
when its Sunday magazine section 
featured an article entitled, The 
Death of Manners.  The cover had a 
picture of a bunch of pigs.  In other 
words, people today are not as civil 
as in the past.  In fact, they are often 
downright rude and discourteous.  
The marketing research firm 
Yankelovich Partners conducted a 
survey that concurred.  Ninety 
percent of customers reported that 
they feel they pay enough to get the 
highest level of service.  Yet, 69% of 
these customers say that the 
customer service people they deal 
with do not seem to care. 
 
So, what can be done?  It begins at 
the front line--one customer at a 
time.  Employees need to deliver 
not random acts of kindness but 
planned acts of kindness to achieve 
Moments of Magnificence with 
customers.  Impossible you say? 
 
You are a service rep for a major 
retailer.  You do not feel well, yet 
you go to work.  Your supervisor 
strongly reminds you about the 
importance of complete paperwork 
and says you will be written up for 
any more mistakes.  Now the store 
opens, and customers are coming.  
Let me ask you two questions:  is 
your sickness or your boss’s 
reprimand good reason to give poor 
service to those customers?  Is it the 
customers’ problem that you have 

problems?  The answer to both 
questions must be, emphatically, 
NO! 
 
Moments of Magnificence teaches 
five moments of truth that either 
create a happy or an unhappy 
customer.  It is the premise of the 
book that the employee is 
responsible to self-manage these 
moments of truth.  By doing so, the 
employee can overcome internal or 
external stresses that do not matter 
to the customer.  Employees then 
deliver Moments of Magnificence, 
not mediocrity or misery. 
 
What are these Moments of 
Magnificence?  Each is listed and 
defined below: 
 
 Moments of Magnificence I 

- Mental Psyche 
 

 How to be positive and treat 
customers right even when you 
do not feel like it.  It only takes a 
few moments to self-manage 
your attitude. 

  

 Moments of Magnificence 
II - The Greeting 
 

 How to be courteous and 
friendly.  It only takes a few 
moments to be nice. 
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 Moments of Magnificence 
III - Meeting the Need 
 
How to help the customer solve 
his problem proactively.  It only 
takes a few moments to do it 
right. 
 

 Moments of Magnificence 
IV - Follow-through 
 
How to go the extra mile to be of 
service.  It only takes a few 
moments to exceed the 
customers’ expectation. 
 

 Moments of Magnificence 
V - Handling Problems 
 
How to deal with the person and 
the problem in difficult 
situations.  It only takes a few 
moments to demonstrate you 
CARE when the chips are down. 

 
While Moments of Magnificence is 
not a cure-all, it does give 
employees in organizations a well-
tested and practical game plan to 
deliver service with C. A. R. E. 
(Customers Are Really Everything).  
After all, who’s responsibility is it to 
satisfy the customer?  It is 
everyone’s job!  Moments of 
Magnificence gives all employees 
the tools they need to succeed. 
 
 
 
 

 

Rick Conlow is President of Rick Conlow 
International.  Rick is also author of 
Superstar Leadership, Excellence in 
Management, GOALPOWER, and Returning 
to Learning and others.  He has helped 
organizations improve repeat and referral 
business by 20%, reduce complaints by 
57%, increase sales 122%, gain eNPS 
rating of 69% and achieve an NPS rating 
of 95%, and helped clients gain 48 quality 
awards. 

 
 
 
 
 

 
 
 
 


