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AILEEN EAKINS 

BIOGRAPHY 

 

I was born and raised in Vancouver, BC and attended Convent of the 
Sacred Heart for most of my schooling. Our school promoted service to 
others and it is a philosophy that has served me well over the years.  I 
believe that it is in going the extra mile and serving my customers well that 
has propelled me to success in several careers.  I also attended BC 
Institute of Technology, and received a Diploma of Technology in 
Administrative Management.  At Simon Fraser University I studied 
kinesiology in their Health and Wellness program.   

I started my sales career in my early twenties with a photocopier company.  
This was a system of selling which I called the “sell and run”; a business 
model where you sold a piece of equipment to a customer and then never 
saw the customer again!   After that I joined a company selling industrial 
fabrics and notions, where the concept of relationship selling was instilled.  
And, of course, the absolute joy in having access to warehouses of 
designer clothes! 

After a short break to have my two daughters, Caitlyn and Maggie-Leigh, I 
joined the fitness industry.  Originally, it was just a tool to make some part-
time money and keep fit at the same time.  As a bit of an over-achiever I 
became a Trainer of Fitness Leaders, Fitness Consultant, and manager of 



a fitness studio.  I became really interested in motivating not only the 
customers who attended our fitness facility, but the staff and instructors 
who worked there.  I developed my skills as a motivator, entrepreneur, and 
customer service expert.  

These skills were an absolute necessity when my first husband (there are 
only two!) and I decided to buy a couple of stores on Vancouver Island, in 
Victoria.  Unfortunately, six years later, the business ran into major 
business problems and we were forced to claim both professional and 
personal bankruptcy.  It was an incredibly humbling and embarrassing 
experience.  But like most challenging experiences, this one brought about 
much personal growth, because in losing everything, I found out how much 
I really had! 

When I went out job hunting, there were only two sales positions available, 
one with a beauty distributor and the other with a waste management 
company. Both offered me a position, and after weighing the pros and cons 
(hmmm, let me think, beauty or garbage….) I began working in the salon 
industry. 

This is a highly competitive field in a multi-billion dollar industry.  The 
motivational work I had done in the fitness and retail industries began to 
serve me well.  Rather than constantly looking to press products on my 
customers, I started to look for ways to be of help; offering retail training 
classes (not product knowledge, but the why and how of retail in our 
industry); inventory controls; coaching and training owners and stylists.   

I met Catherine Hanson through her husband, Rick, another salon 
consultant with the same company I worked for who was located in 
Manitoba.  We found we shared a common interest in building our sales 
business by being consultative rather than being order takers.   

When Catherine and Rick moved to the West Coast, she and I discovered 
that we also shared a passion for the beauty industry and a desire to give 
back to our business community.  After several years of, “we should write a 
book!”,  we finally created “Two Blondes with Passion” , an umbrella for us 
to launch our publishing partnership! 



Our first business baby and joint venture project, The Profitable Salon 
Owner, is a weekly newsletter dedicated to improving the statistics of 
profitable salons.  The newsletter offers direction, inspiration, and 
resources to the salon owner.  

Our second venture is this book, “The Secrets of the Profitable Salon 
Owner – Seven Essential Strategies to Transform Your Salon Business”.  It 
has been written with the joy of sharing with you, our salon owners! 

 

You can always find us at www.theprofitablesalonowner.com 

 

CATHERINE HANSON 

BIOGRAPHY 

 

I was born in Scotland and lived there for the first 18 years of my life.  It was 
here in Edinburgh that I did my training as a stylist.  I had an opportunity to 
immigrate to Canada, and found myself living in Thunder Bay, Ontario. (I 
thought it was a suburb of Toronto!)  For the next several years, I was 
content to work for a salon owner as I was busy being married and having 
my two sons, John and Jordan. 

Driving down the street one day, I saw a FOR SALE sign on the outside of 
a building.  It had a salon at street level, and I knew that that salon and 
building was going to be mine!  Classic Styles was my first salon and my 
first venture as an entrepreneur.  My first husband, (there are only two!) 
gave me an alternative shortly after that purchase – him or the business! 
Not surprisingly, I chose the business!   

After three years with Classic Styles, love called me away, and off I went 
with my salon consultant husband, Rick, to Winnipeg.  After being a salon 
owner I found that I couldn’t go back to working for someone else, so after 
two months my next business venture, Catherine’s for Hair, was born.  



There were six chairs and an esthetic room in this salon.  I thought I was 
movin’ on up! 

No one told me that with the acquisition of a new husband and a couple 
more children that life could be more challenging!  I took a hiatus from 
running a business, sold this one, and took a year out to work behind the 
chair. 

I was approached to go into a partnership in a full service salon in a 
suburban mall.  After turning them down twice I decided that this might be a 
great venture.  We started out with three partners but after a year my 
husband and I bought out the other partners.  This business was ticking 
along very nicely, showing a nice return on our investment. 

Our egos  got the best of us and we decided to purchase another location.  
This purchase was a bad decision, based on the location and the costs of 
supporting it.  We ended up personally subsidising this location with the 
proceeds from the first.  My husband, Rick, was the catalyst for change; he 
said, two things  that changed my world– number one – “you ARE the 
business.”  Number Two – “we are going to have to go bankrupt!” The whole 
mess was going to land us in bankruptcy court AND divorce court ! Over my 
dead body!!! 

I signed up for a business course and found a mentor and coach who 
helped me save the business.  We managed to close the other location and 
proceeded to grow our people, grow profits and in the process, we grew the 
freedom to develop the life we were looking for. 

That salon is now 6,500 square feet, and is a multi-million dollar facility.  
During the process of growth, I built a leadership program in the salon and 
developed a shareholder strategy that allowed Rick and me to explore other 
business ventures. 

One of those challenges was the opportunity to work with the salon 
mentor/coach who helped us grow.  I became a consultant in the North 
American market and worked with salons all over the States and Canada.  



And, by the way, did I mention that Rick and I operate our business which 
based in Winnipeg and we live on the ocean in Victoria, BC?  I believe that 
our businesses can give us all the freedom we need. 

Aileen and I became friends through my husband, Rick.  They both worked 
for the same distributor and became friends.  After years of, “we should 
write a book!”  we have written a book!!  The “Two Blondes with Passion”,  
published a weekly newsletter, The Profitable Salon Owner found at our 
website www.theprofitablesalonowner.com . Our mandate is to offer tips, 
resources, motivation and inspiration to our readers. 

 

 

 

 

 

 

 

 

 

 



 

The front desk or reception is the most 
important profit center in the salon! 

 This is where clients are; 

• Greeted  
• Checked in  
• Moved along  
• Checked out  
• Re-booked   
• Sold to 

 

They are the first impression of the salon that a client receives.  
They are also the last impression that a client leaves with.  

It is in the power of that front end person to make a powerful 
impact on the client and therefore on the revenues of the salon. 

 

This is a sales position, and, yes, you are working in a sales 
organization.  Our product is a little different, in that we also sell 
services in the form of time slots.  



What makes a great sales organization? 
Great salespeople! 

What makes a great salesperson? Great 
dialogue! 

Most of us are not trained to sell.  It isn’t something that you are 
born with, it is a skill you develop.  

Make no mistake, every business that you will work for 
throughout your career will be a sales organization.  You are 
either selling; 

• products, 
• services, 
• your own personality.   

There is a definite way to sell and that skill is in the way you 
present your dialogue. 

In the sales arena we make offers to the customer of products 
and services and then we ask the customer to buy, which is 
called ‘closing the sale’.  

However, just coming out and saying, “Do you want to buy this?” 
or “Do you want to re-book?” doesn’t give the client the feeling of 
being taken care of; it is too abrupt and doesn’t signify caring.  

Instead we work on two premises;  

1) We assume the client wants what we have  
2) We offer alternatives until the client is satisfied. 

 

 



When we present a client with one product, we offer it in two 
sizes, or we recommend two different products. 

We  can also offer two different products with similar benefits but 
at different prices.  

 

The principle is always the same; offer an alternative.  

The same is true for booking appointments; offer alternatives 
until the client is satisfied. 

There is a reason that MacDonald’s’ always asks, “Do you want 
fries with that?”  Asking for the add-on order increased their 
out-put substantially, and you can do the same thing for your 
salon by asking for the add-on service. 

 

It is ESSENTIAL that there is a flow between stylists and front 
desk. The front desk cannot read the mind or the inclination of 
the stylist in regards to their client.  

 

There needs to be a system in place to pre-determine who will 
place product, selected by the stylist ,for their client at the front 
desk.  It is the responsibility of the front desk to complete the 
check-out service and finish the sale started by the stylist. 

 

 

 

 

 



 

 

 

When greeting in person 
or speaking on the phone, 

remember to always 
smile. 

First of all, it changes the inflection in your voice to those who 
can only hear you, and changes your demeanour to those that 
can see you.  

Smiling is a powerful non-verbal form of 
communication.  It is a welcoming and 

warming invitation. 

As dialogue is of the utmost importance in a sales position, we 
have created some scripts for you to use.  You will find that after 
becoming very familiar with the phrasing it will become second 
nature and the conversation becomes your own. 

   

To increase your confidence and comfort with the 
phrasing we suggest you practice these scripting 
scenarios with your team. 

 

   

 



Divide your group into teams of three.   

• One will play the client,  
• one will play the front desk person 
• and the third person will be the observer.  

After each scenario the observer will give feedback and 
constructive criticism.  Then the team switches roles and 
everyone will get the chance to play out each role.  

Video the role play and play it back for 
the team! 

 

Practise makes Perfect! 

 

 

 

Remember to always smile! 

 

 

 

 

 

 



 

In-Person Greeting First Time Client: 

 

“Good morning, welcome to High End Salon! My name is 
Cassandra. How may I assist you?” 

 

“May I take your coat, Mary?” 

 

 “Please have a seat over here while I let your stylist, 
Monica, know you have arrived.” 

 

 “If you wouldn’t mind fill ing out our client card, it will 
help Monica assess your needs during your 
consultation.” 

 

 “Would you care for a beverage? Tea, coffee, water?” 

 

“When you have finished fill ing in your consultation form 
please let me know and I will give you a quick tour of 
the salon so you become familiar with the layout of the 
salon.” 

 

 



 

In-Person Greeting Repeat Client: 

 

“Good morning, Danielle. Welcome back!”  

  “I will let Christopher know you are here for your 
appointment.”  

 “May I take your coat?” “Would you care for a 
beverage?”  

 “Is the information I have on file for you still current?” 

 

What would be even better service would be to look in 
the clients notes and know what beverage they usually 
drink and instead say: “Danielle, would you like an Earl 
Grey tea with milk today?” Everyone loves to be 
remembered….. makes them feel special!! 

 

 

 

 

 

 

 

 



 

Stylist running late; 

“Maria, I would like to apologize for the delay, Angela is 
running a little behind and will be another twenty 
minutes before she is ready for you.”  “Do you have 
time to wait?” 

If the answer is yes; 

“We are so sorry for the inconvenience this may cause 
and would like to offer you a $20 gift voucher that you 
may use towards your service today.” 

If the answer is no; 

 Another technician’s services should be offered if available. 

“I understand that you can’t wait for Angela, but Bonnie 
is available to take you immediately.  Because of the 
inconvenience I would like to offer you a $20 gift 
voucher towards your service.” 

 

Remember we are here for our 
clients convenience! 

 

 

 

 



Walk in Script 
Possible client walks in asking for pricing/menu. 

You have one chance to make a good 
impression!! 

 

Scenario number 1: 

Prospect doesn’t want immediate service: 

“Good morning, my name is Susan, how may I be of 
assistance today?” Or simply “How can I help you 
today?” 

(Always ask for their name and use it while addressing them) 

“May I ask your name?”  

“Carla, What services are you interested in?”  

“I would love to give you a tour of our salon?” “Do you 
have a few extra minutes Carla?” 

“If you would like to give me your full name and address 
we will mail you a $20 gift voucher towards your first 
service here or would you prefer us to email that to 
you?” 

 

HINT: NEVER ALLOW A POTENTIAL CLIENT TO 
LEAVE WITHOUT GIVING THEM A REASON TO 
RETURN! For example –a gift voucher. 

 



 

Scenario number 2: 

Walk-in prospect, no stylist available: 

 

“I am so sorry, at the moment we have no one available 
to take care of you; however, if you would like to come 
back at (designated time) we have a $5 voucher you can 
use for your service when you return.  And trust me, I 
guarantee, it will be worth the wait!” 

 

Scenario number 3: 

Walk-in prospect to buy retail: 

Any prospect coming in to the salon (who is not currently a salon 
client) to buy product, should be offered a voucher or free service 
as an invitation to return.  

Remember, that if a prospect is looking for product in your salon, 
it means that their stylist has not taken the time to make sure 
that their client has the products they need to care for their style 
at home. They are fair game! 

 

“I see that you are not a regular client of the salon, I 
would like to offer you a gift voucher for a free style cut 
or manicure(if you are a spa) with one of our 
stylists.”(or an offer of your choice) 

 



 

Check out 
 

The object at checkout is to complete the 
sale and re-book the client! 

 

“How was your experience with us today?” 

“Your colour looks fantastic, excellent, great!”(choose 
whichever fits the situation…. Always make a positive 
comment!) 

Retail offer of 1 product in 2 sizes: 

“I see that Angela has recommended the colour protect 
shampoo for your home care use.  

It is available in two sizes, either the 8.5 ounce size at 
$24.95, or the liter size at $54.00. Which would you 
prefer to take home?” 

Positive response: 

“Ì am sure you will love this product. If there is any 
reason that you don’t, please bring it back and we can 
switch it up for you! We want to make sure you have the 
right product for your hair.” 

 

 

 



Negative response: 

“No problem, I have made a note of the products 
recommended for you.  

“If you have any problems styling your hair, 
it is probably because you are using the 

wrong product”.  

“Come back in and we will set you up with products we 
know will work for your hair.” 

 

Retail offer of 2 different products 

 

“Marianne has recommended either the Round Trip or 
the Curl Enhancer for your home care maintenance.  
They are the same price (or give difference).  Which 
would you prefer to take home today?” 

Follow up with either the positive or negative response 

“Did your service provider tell you what she used on 
your hair today?  Let me help you find those products?” 

 

When a client books for a color (regular client - check history) tell 
them if any promotions are in effect for their preferred products 
etc. 

When the client is checking out, check their history to 
see if they have picked up product recently; tell them 
about promotions. 



	

	

 

 

 

 

The Front Desk team are the “Air 
Traffic Controllers” of the Salon! 



 

 

RE-BOOKING 

“Monica, John has recommended that your next service 
should be a colour retouch in about six weeks. Would 
you prefer the beginning or the end of the week?”  

“Morning or afternoon?”   

“1:00 or 3:00, which would work best for you?” 

 

Negative response: 

“No problem Monica, we have a reminder service in 
place called the wake-up call. We will call you the week 
before your service is due and you can schedule your 
next service at your convenience. With your permission 
I’ll  add you to our list.” 

“Thank you so much for your business today, I look 
forward to seeing you on your next visit!” 

 

 

 

 

 

 



Other Scripts 
 

“Marcie is with another client at the moment and has 
asked me to mention that to maintain your style she 
would recommend four weeks for your cut and six for 
your colour.  Which would work best for you, the 
beginning or the end of the week?  Morning or 
afternoon?  3:00 or 5:00?” 

 

“To receive the maximum benefit from manual micro-
dermabrasion Tracy feels every three weeks would be of 
benefit to you.” “Tracy has openings on _____ and 
______. Which one works best for you?” 

 

“Your stylist recommended that in order to maintain 
your style your next visit should be no more than four 
weeks.  That will take us to the week of ______. What 
works best for you, the beginning or the end of the 
week?  Morning or afternoon?  10:00 or 11:30?” 

 

“Can I reserve your time in _________weeks?” 

“$75.00 Gift Card Promo, “If  you reserve your next 
appointment today, we will enter you into our $75.00 
promo draw.” (we recommend having rebooking 
promotions every 6-8weeks) 

 

“Joanne, Deb has recommended five weeks to maintain 
your cut/style. That takes us to the week of _______. 



What works best for you, the beginning or the end of 
the week? Morning or afternoon?  1:00 or 1:30?” 

 

“Joanne, (client), I noticed this time works for you.  
_______weeks is __date____, 3:00 or 4:00?” 

 

(By phone) “Since your schedule is so hectic, let me 
book your next few appointments to help lighten your 
load.” 

 

“As we recommend six weeks for maintaining your style, 
this would bring you to the week of_____________.  
Which works best for you, beginning or end of week? 
Morning or afternoon? 10:00 or 11:30? 

What day and time best fits into your schedule?” 

 

“Would you like an opportunity to win a $75.00 gift 
card?  If you reserve you next visit today your name will 
automatically be put in for out monthly draw.” “You 
could win your next service for free!” 

(In person) “We have booking available in four to five 
weeks with ……….?” 

“Which do you prefer, day time or evening?” 

 

“The Holidays are only eight weeks away…. It’s always 
our busiest time. There are openings available during 
the week of_____.  Which works best for you, the 



beginning or the end of the week?  Morning or 
afternoon?  1:00 or 3:00?” 

 

“The look we created today will last six weeks from now 
is _________.  Which works best for you, the beginning 
or the end of the week?  Morning or afternoon?  9:00 or 
11:00?” 

 

 

We strongly suggest running re-

booking promotions every six to 

eight weeks. It encourages people 

to get in the habit of always 

making their appointment before 

they leave. 

 
 
 
 



 

REFERRALS 

 

It is recommended that the referral program in use at the salon is 
laminated and available for the client to peruse while checking 
out. (If you do not have a referral program in place, check out 
www.worldwidesalonmarketing.com for their program.) 

“Monica, Have you heard about our fantastic 
referral program?” 

  

Positive response: 

“Great, Do you have enough referral cards to hand out?” 
“Did you know that you can also hand out our referral 
cards at fundraisers?” 

 

 

 

Negative response: 

“Let me show you how you can receive free services by 
simply letting your friends, family and co-workers know 
about us!(outline program).”  

 

A strong Referral program can offset the costs 
associated with bringing new clients through the door. 



Make sure you have a system in place to give this the 
attention it deserves! The front desk should make sure 
these are offered to all of our clients…. Don’t leave it 
only to your service providers or it will not be as 
effective! 

 

PLEASE NOTE: it is at the checkout that sometimes front desk 
staff can determine that a client is not completely satisfied with 
the service that they have received.  It is important to deal with 
that right then and there. Don’t let clients walk out the door if 
you sense that they are unhappy! 

 

  If you have a gut feeling, act on it! 

 

“Mary, I get the feeling you are not absolutely delighted 
with your experience. What can we do to make sure that 
as you leave here you are totally happy with your 
service.  Remember, we guarantee all of our work and it 
is our mission to send you home with a smile!” 

 

 

 



Phone Call Etiquette: 
This a just a reminder that phone calls are an important 
part of our communication network.  

The tone of voice we use; whether we speak with a 
smile, use positive words, are all important. It is also 
important to be as concise as possible! 

When answering the phone: 
● never let the phone ring more than three times during busy 
times, and no more than two times during slow times. 
● greeting: State the name of the salon, followed by your name. 
Thank you for calling 
_____ Salon, this is ______. How can I assist you today? 

 

Standard greeting, salon name, your name: It is important that 
the client hears your name in your opening statement. 

“Good morning, Fabulous Salon, how may I help you? 
(assist you, be of service today.) My name is 
Samantha.”  

Change up your greeting once in a while; instead of your 
usual greeting try “ It’s a great day at Fabulous Salon, 
this is Samantha!” or “Welcome to Fabulous Salon, how 
may I be of service today?” 

 

 

 

          



Pricing Requests 
 

Haircut Pricing; 

“Here at Clippers, all of our haircuts include a 
consultation, shampoo, condition, head massage, blow 
dry and style.  Our prices begin at $50.   

We have an opening this afternoon at 1:00pm or 
tomorrow morning at 10:00am.  Which appointment 
would work best for you?” 

Variations; 

“Here at Clippers we have multi level pricing. Our prices 
vary, based on the experience, education and demand of 
the individual stylists. Our prices range from $30 to 
$75. I would be happy to recommend one of our 
talented stylist based on your budget.” 

 

Note: depending upon response please offer 2 
alternative appointments to choose from. 

 

 

 

 

 

 



Colour Pricing request; 

Preface; Please remember that when you quote prices over the 
phone for colour the client will only remember the lowest price 
i.e.; “Our  colours range from $80-140”……..they will 
conveniently only remember the $80.  

Our suggestion is; 

“At Colour bar salon we offer consultations at which 
time we can give you an accurate pricing for the look 
you want to achieve. I can book you in for a 
complimentary consultation. I have consultation 
openings at either 1pm or 6pm today…..which would 
work better for you?” or 

“At Colour bar salon we will always give you an accurate 
quote before we begin the service! I have availability at 
2pm or 5pm today….which would work better for you?” 

 

 

Negative response: 

“If you would care to give me your mailing address, I 
would love to send out a try-me gift voucher for you to 
use the first time you visit us.” “Thank you for calling 
Colour Bar and we look forward to seeing you soon.” 

 

 

 

 



Booking appointments; 
 

Booking appointments: 
● Questions to ask when making appointments. 
Have you been here before? 
Do you have a specific stylist/esthetician/nail tech for that 
service? 
What day did you have in mind? 
● Setting appointment times: 
Before getting off the phone with the client, always repeat back 
the time, date and whom the appointment is with. So we have 
you down for 5 p.m. with Clara on Tues, June 5th. 
We’ll see you then. 

 

“Good morning/afternoon/evening. Thanks you for 
calling (Salon Location) (Name) speaking.  How may I 
help you?” 

	

“May I ask who is calling please?” 

 

“What services were you looking for today?”   

Remember, if they are a new client to the salon, they may not be 
familiar with all that you offer.  Be sure to cover services in both 
hair and aesthetics areas. 

 

“We are so looking forward to your visit with us, Claire, 
do you need directions?  Parking information? We 
recommend you arrive at the salon approximately 15 
minutes before your booking so that we may familiarize 



you with the layout of the salon and collect your 
information” 

 

“We’d like to make your experience at our salon a 
special one, so is it alright if I ask you a few questions 
about your needs?” 

 

“What day would be best for you, Mrs. Smith?  Monday?  
Sara has an opening that could accommodate your 
service at 9:00am and one at 3:00pm.  Which time 
would work best for you?” 

 

“Your appointment for (service) is booked for (time and 
date) with (associate name).  Did you have any 
questions about the service? 

 

“We will do a confirmation call, Mrs. Smith, a few days 
before your appointment just to remind you.  Where 
would you like to receive this call, at work or home?” 

 

“Thank you for calling Bliss salon, Mrs. Smith.  We look 
forward to seeing you on February 5th.  Have a 
wonderful day. 

 

 

 

 



Appointment Reminder 

“Good morning, Debbie, this is Franco, at Miracles 
Salon. I am calling to confirm your appointment with 
Michaelangelo on Saturday at 10:00am.  We are 
offering(Insert add-on service)  Would you like to take 
advantage of this offer while you are in the salon. 
Excellent…. We look forward to seeing you Saturday” 

 

Always practice block scheduling. Block scheduling is scheduling 
clients close together rather than far apart if at all possible. This 
allows for a more effective use of time for the service 
provider. Naturally, there will be times that a client can only 
choose a morning appointment, even if the stylist is filling up in 
the evening.  
Block scheduling is your ‘go-to’ schedule when the 
client does not have a specific time in mind. 

 

 

Never: 
Tell a client that someone is on break, taking a 
lunch or otherwise indisposed for an 
appointment. If the appointment spot is not open 
for a client, please say the time slot is not 
available. 

 

 

 

 



First client visit follow-up answering 
machine: 

“Good morning, Susan, this is Stephanie, from Cutie Pie 
Salon Calling.  Thank you so much for choosing us for 
your hair care needs.  We really enjoyed having you in 
the salon and we wanted to make sure that our service 
exceeded your expectations.  If you have any questions 
or concerns, please call us at 555-1234 or take our 
online survey at www.cutiepiesalon. Thanks again, and 
we look forward to seeing you on your next visit.” 

 

First time client visit follow-up in person; 

Ask no more than 3 questions in this follow up phone call. 

“Good morning Susan, this is Stephanie from Cutie Pie 
Salon calling. Thank you so much for choosing us for 
your hair care/aesthetic needs.  We really enjoyed 
having you in the salon and we wanted to make sure 
that our service exceeded your expectations. Would you 
take a minute to answer 3 quick questions for me?” 

“Were you completely happy with your service?” 

“Was your experience at check in and check out handled 
in a friendly and efficient  manner?”  

“Would you recommend our salon to friends and family?”  

“Is there anything we could do better?” 

“Thank you so much for taking the time to answer these 
questions for us…… we are always eliciting feedback as 
it helps us to constantly improve our service.”  



If the client is not re-booked now would be a great opportunity to 
offer to re-book the next appointment or suggest other services 
that are on promotion. 

These are only a few examples as there will be other 
questions pertinent to your business. Change your 
questions occasionally to target specific areas of the 
business. This has been an invaluable resource for our 
own company over the years.  

 

 

Negative response: 

“I am sorry that you are not completely happy with your 
experience at our salon.  Could we please schedule a 
time for you to come back in to the salon where we can 
address the problem?  It is very important to me, and to 
the salon, that you are completely happy with your 
service and products.  We guarantee all of our services.” 

Over deliver here….send out a gift voucher even if they do 
return. They will be very impressed with the level of care and 
concern! 

If the client won’t rebook to have their 
service redone pass this on to a manager 
ASAP! 

 

 

 



 

Repeat client, new look/color: 

“Good morning, Mrs. Thompson.  This is Rachel from 
Never Fear Salon. We really enjoyed your visit with us 
yesterday, and Raphael was really excited about the new 
look he created for you. He wants to make sure that you 
are managing your new look and to let you know that if 
you have any challenges to please give us a call. Have a 
great day!” 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Additional Services add-ons: 
Note; We have an opportunity to up-sell our clients every time 
an appointment is made. There should be targets set for the 
front desk staff around up-sells! This should be a GOLD 
MINE to the salon! 

“We are running a promotion this week on our luxury 
deep conditioning treatment.  I don’t want to see you 
miss out on this promotion, may I book this service for 
you?” 

 

“We have some availability in our spa and we have  
special pricing available on a man/pedicure/eyebrow 
wax/lip wax/whatever. Would you be interested in 
adding any of these services onto your appointment?” 

 

“We are running a special offer this week of a deep 
treatment for _____ at a small additional charge of 
____. Would you like to take advantage of this offer 
while you are in the salon?” 

 

“Our promotion this month is contrast foiling with your 
colour re-touch.  For an additional $15.00 your stylist 
will create a contrast colour specifically designed for 
your hair colour.  Would you like us to book the extra 
time for you?” 

 



“Hi, Ms. Smith this is Nancy from the Fabulous hair 
calling to confirm your appointment for your shampoo, 
cut and blow-dry.  Your stylist has had a cancellation 
and wondered if you would be interested in coming in 
for the colour you discussed last time?” 

 “Would you like to enhance your haircut with some 
foils?” 

	

“I just had a client re-schedule, would you like to take 
that appointment?” 

 

(Phone) “We offer a conditioning haircut that includes a 
treatment for your hair?” 

 

(In person)  Go talk to clients when the aesthetician has 
an opening.  “We just had a client reschedule their 
Pedicure /Facial appointment and now have that time 
available if you  would be interested”? If you have the 
time we would be happy to give you both for 
......instead of……..” 

 

“I noticed when I was booking your appointment you 
purchase ??? product regularly.  It’s that time of year 
and we have great holiday gift baskets would you like 
me to put one aside for when you come in?” 

 

“You are going to a Christmas party this evening, how 
wonderful, we have an opening for a manicure after your 
hair appointment that would complete your look!” 



 

(In person) “I notice that you are booked in for a haircut 
today, however an opportunity became available for a 
colour today would you be interested?” 

“Your haircut looks fantastic!  Would you like to enhance 
your style even more by adding some foils?” 

 

  

“I love your hair cut how would you feel open to 
enhancing it even more with a few more foils?” 

 

 

 

 

 

 

 

 

 

 

 

 

 



Complaint Department 

 

We can only please some of the people 
some of the time. We will never please all 

of the people all of the time. 

If we are aware of that, it allows us to prepare for any clients who 
do have an issue with a service or product. 

Remember, that when addressing an issue it is important to stay 
calm and don’t match their tone, as people’s voices will often 
escalate when they think they are facing a confrontation. 

 

“Mrs. Deville, I can hear that you are upset with your 
service, and I want to assure you that we will do 
whatever it takes to meet your needs.  We guarantee all 
of our services and I would like to get you back into the 
salon at your earliest convenience to address any issue 
you are having.  What would work best for you; morning 
or afternoon?” 

 

If client does not wish to return to the same stylist; 

“Not a problem, Mrs. Deville, I can book you with 
Rebecca, one of our senior stylists. I have either 
2:00pm or 3:00pm available; which one works best for 
you?” 

 



Clients will often have a complaint about other issues; such as 
music choice, parking, cell phones, etc.  It is wise to be aware 
and prepared with how to handle any complaints. 

 

“Thank you for bringing this to our attention. We will 
definitely take steps to correct this.” 

If for any reason, no matter what you suggest, the client is still 
not happy we always suggest asking; 

“What would you  like me to do to resolve this 
situation….what would make you happy?” 

Any time a client does complain, make sure you follow up with 
that client and offer them a gift voucher or follow up with a thank 
you card and a gift voucher.  

At all costs make sure your staff are empowered to fix a 
situation immediately and not have to wait for a 
manager to call, before the situation can be resolved 

 

 

A complaint is an opportunity to make a 
client for life…..Go the extra mile! 

 

 

 

 

 



 

 
GIFT CARD SALES SCRIPT IDEAS 

 

“How can we help you with your gift giving needs this 
season?” 

 

“How can we assist you with your Birthday purchases 
this month?” 

 

“How is your Holiday shopping going?” 

 

(In Person)  “Just to let you know our Gift Cards are 
15% off right now, if you have any gift needs for 
Christmas (seasonal, day to day) this would be a great 
time to save a little.  You would be getting a $100.00 
gift card for $85.00!” 

 

(By Phone)  “Just to let you know that our gift cards are 
on sale for the month of November “buy 3 get 1 free”!  
Here is a great opportunity to save some money over 
the next year.” 

 

“If you have any gift giving needs this month that we 
could assist you with we can offer you………..” 

 



“How is your holiday shopping going?  Our gift cards 
have been extremely popular and are available for…….” 

 

(Phone)  ‘I just wanted to remind you that we do have 
Gift Cards for all your gift giving needs.  They are great 
for birthdays and anniversaries or to finish up your 
Christmas shopping early and stress free!” 

“How was your service?  Excellent, let’s pre-book your 
next appointment for six weeks from now.  It’s so close 
to Christmas that will ensure you get your preferred 
time.  We also have a  fantastic Gift Card promotion 
available for your Holiday gift giving! ….explain promotion.   

 

“This would be a great opportunity to give your self a much 
deserved gift.” 

 

(Phone)  “Hi, June, this is Michelle from Bliss Salon 
calling to confirm your appointment for November 11 at 
7pm.  I also wanted to let you know that  we have Gift 
Cards on promotion this month and they fit perfectly in 
a stocking!  Note: if not Christmas pick a holiday 
(Mother’s day, Valentines Day etc) which you could say, 
“I just wanted to let you know we have Gift Cards for 
any occasion.” 

 

(In person)  “How was the service today?  Great!  Let 
me confirm that your next appointment has been booked 
for you.  And, I also wanted to let you know we have 
Gift Cards for any special occasions you may have 
coming up.” 



 

(Phone)  After confirming or booking appointment. “I wanted to 
let you know (Holiday near) is coming up.  Our Gift Cards are a 
wonderful  giving option if you are not sure what to give.  PLUS, 
we offer hair and aesthetic services, just pop in anytime and we 
would be glad to assist you.” 

 

 

After confirming or booking… 
“The holidays are fast approaching! If you are not sure 
what to get someone in your life, our gift cards are good 
for any services or products.” 

 

 

 

 

 

 

 

 

 

 

 

 

 



Remember, Rome wasn’t built in a day…. However, 
strong systems, particularly at the front desk, can 
grow your business exponentially.  

Above all else remember, this is a Sales 
Position. Hire people who have an engaging 
personality and know how to  SMILE & SELL! 
Then train, train and train again! 

Way more emphasis should be placed on front 
desk training….. we hope you take these scripts 
and utilize them to turn your front desk into a 
$$$$$MONEY MAKING MACHINE! 
 

What are you waiting for…get 
going! Take action NOW!! 
 More answers to creating a career path for a “Profitable Front 
Desk” can be found in “The Profitable Salon Owner’s”  

 

“7 Essential Strategies to Transform 
your Salon Business” 

 
We will be with you step by step as you create a solid 
working environment for all of your staff.  We will cover 
every area of employee management and maybe even some 
you haven’t considered!   
 
Go to www.theprofitablesalonowner.com  to get your copy of 
this salon business transformation guide!   



 

 
 

 

 

 

 

 

 

 


