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This is a great example of straight talking from Paxman.  If something goes wrong in your business, how do you address it?  Burying your head in the sand is never going to work. By talking to those customers affected, telling them what you are going to do to resolve the problem, ensuring this is then done, and then talking to them again afterwards and perhaps making an appropriate ‘offer’ to keep the good will there, will all work to resolve the situation when handled properly.   You can even turn such customers into huge fans if you manage the process well.  








