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CULTIVATING A CUSTOMER APPRECIATION  
STRATEGY TO BUILD REPEAT BUSINESS 

THRIVE BY DESIGN WITH TRACY MATTHEWS 
 

“It builds loyalty. It really does. It builds loyalty. It helps keep you top of mind. 
Customers will spend more with you more often.” - Robin Kramer 

 
You’re listening to Thrive-By-Design business marketing and lifestyle 
strategies for your jewelry brand to flourish and thrive. Let’s get started.  
 
Tracy: Hey there, and it’s Tracy Matthews! And I’m so excited to be here 

on the Thrive by Design podcast with you. Welcome to Episode-13! 
 

I’ve been having such a blast bringing Thrive by Design to you, so 
before we get started I just wanted to say thank you from the 
bottom of my heart for listening to the show. I’ve been having a 
blast recording the episodes. It’s so fun bringing the guests on – 
and I have a very special guest here with me today and that is my 
co-founder over at Flourish & Thrive Academy, Robin Kramer. And 
I’m so excited, because today we’re going to talk about cultivating 
a customer appreciation strategy to build a repeat business. 

 
 Robin! Thanks for being here! 
 
Robin: Tracy, thanks! I’m really thrilled to be here and to talk about one of 

the things I’m so passionate about! 
 
Tracy: Alright, so I wanted to ask our listeners just something really quick – 

how awesome is it when you received a surprise gift or a surprise 
note in the mail thanking you for something that you did or 
thanking you for your service or something? It could’ve been 
anything or even just a gift that you gave. Now, I personally – I don’t 
know about you, Robin – but I personally love that. 

 
Robin: Oh my gosh, it’s so…it’s just like the best feeling. It seems like 

everything I get in the mail nowadays is either bills or junk mail, and 
to get a handwritten note and something of that, it just makes me 
smile and makes me so happy. And the other thing too, it’s the 
extra time. It’s really amazing to have somebody just spend a little 
extra time and that’s such a treasure. In fact, I have a whole wall 
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that is my inspiration board and I actually put up the notes I receive 
because it just makes…they just make me happy. 

 
Tracy: Oh, that’s so cool. I love that. I love that! 
 

You know, when I did my website redesign for tracymatthews.com 
a couple of years ago, around the holidays I received this beautiful 
package of, like, bath salts and, you know, bath lotions and stuff like 
that from my web designer and I was so surprised, because it 
wasn’t something I was expecting, but it was such a great way for 
her to show me her appreciation for investing so much in having 
the website redone by her, and it was just a really, really nice 
gesture. And it was such a nice gesture that I ended up hiring her to 
redesign the Flourish & Thrive Academy site, and we’ve done 
several revisions [3.00] after that. 

 
So when I think about when someone does something like that to 
me, it really makes me remember them and I remember them for 
the next time that I need their services or their products too, don’t 
you think? 

 
Robin: Yeah, you know, it’s those extra little touches that make a world of 

difference in every…it’s in the details. The difference is in the details, 
it’s in the attention and it’s such a little effort but it goes a long, 
long way. 

 
Tracy: So I wanted to ask you, let’s just dive into some of these topics here 

on how you can really build a customer appreciation strategy to 
build repeat business, because it’s my belief that when you start to 
nurture those relationships with your clients, building your business 
becomes so much easier, because if you can get 80% of your sales 
from your best customers and build that cycle of repeat business, 
growing and expanding and having increases in sales year over year 
is going to become that much easier. 

 
Robin: It so will. And you know, Tracy, you said something earlier about 

staying on top of mind, you know, people would think of you when 
you do these nice gestures. And when they think of you and when 
you stay on top of mind with them, you’re their go-to person and 
that’s where you get that repeat business or that’s where you get 
that opportunity to when their store…maybe they’re growing their 
store. 
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For example, Julie who we know and love who is the owner of Virtu 
in Chicago – she moved from her small store into a bigger location 
and I can tell you that her really core designers that she works with 
and that have created relationships with her are the ones that she 
expanded on. So it really pays to really stay top of mind of your 
accounts. 

 
Tracy: So why are you so passionate about showing customer 

appreciation? 
 
Robin: Well, you know, I want to also touch on the fact that it’s not just 

your customers, but it’s also your vendors, because you can’t do 
your business alone. Your business comes from your selling your 
jewelry and selling your goods and it takes a team to do that. So 
the people that you’re working with, like a great example of what 
you had with your web designer is the same thing. When you’re 
working and you’re, you know, maybe it’s the people that you’re 
working with who provide you components for your jewelry or 
maybe it’s your tech guy that comes to your rescue when you need 
or maybe it’s the UPS person that comes and helps you with 
delivery. You know, those people are super important as well 
because it takes a village. 

 
Tracy: Yes, it does. 
 
Robin: But in addition, you know, thanking your customers, reaching out to 

them, it’s that connection that you have with them. It’s that 
creating…you’re creating a stronger bond with them and it’s coming 
from a place of [6:00] gratitude and it’s coming from a place of 
authenticity. 

 
You know, when I look, I am obsessed with cards. I love greeting 
cards and when I see them I immediately think of the person that I 
can send that to, and it’s that extra thought that kind of goes that 
long way and really can make a…it can make a difference in a 
business. And I even talked with buyers who will say ‘Product is 
important, the relationship I have with the designer is…leaps and 
bounds.’ I mean, it just makes all the difference in the world, 
because you want to work with people that you not only know I can 
trust, but that you can grow with and that you can count on. 
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Tracy: Okay, so wonderful, Robin. What are some of your favorite stories 
of showing customer appreciation? Like, have you heard of some 
great stories that people have just really pulled it out and done 
something super awesome? 

 
Robin: One of my favorite ones was when I was working with Mickey Lynn 

Jewelry, and it was a few years ago. They decided to do instead of 
the holiday gift they did the New Year’s gift, and… 

 
Tracy: I like that. 
 
Robin: Yeah, it’s made them stand out a little bit more I think. And they 

wanted to do something that really represented where they were 
based – and they’re based in Georgia. They’re based in Atlanta – 
and they wanted to just make it a little extra special, so they did 
‘Georgia Honey’ and it was beautifully packaged. Not only was the 
packaging of the honey really beautiful, but the way they packaged 
it in the box. And then they had a little hangtag that read ‘Wishing 
you a sweet 2013 from the staff at Mickey Lynn.’  And then they did, 
along with that they did a handwritten note and I still have the 
hangtag and the note. It’s up on my board, but I love that it 
represented kind of a little bit of everything, where they’re from. It 
was an added touch to it that it was a gift that people would use 
and also, you know, remember them every time they used it.  

 
Tracy: Well, I also think that they would enjoy it, like how awesome is 

delicious honey in your tea in the afternoon or, you know, on your 
Greek yoghurt? 

 
Robin: Totally. 
 
Tracy: You’re thinking of Mickey Lynn as you’re eating breakfast! 
 
Robin: That’s right. 
 
Tracy: I love that. 
 
Robin: And another really favorite that I think Dogeared did super well is 

when I was at Dogeared they did a really wonderful thing at the end 
of the year. They made a donation to a select few non-profits and 
they did it in honor of their customers, so it was something that it 
was a contribution that it was like paying it forward. It was really a 



 

 
This document is owned and distributed by Flourish & Thrive Academy. It may not be sold or 
otherwise distributed without expressed written consent. | © 2015 | Flourish & Thrive Academy 

beautiful thing to do and we let our customers know by a 
handwritten note to say, you know, to let them know that it was put 
in their name. So it was just…it just was such a feel-good, 
meaningful…and [9.00] it was going to help somebody else, so I 
thought that was really cool. 

 
Tracy: Yeah, it’s better than like…I mean, it’s nice to get a bottle of wine, 

but how many bottle of wines can you handle or like a box of 
chocolates. You know my vendors are like all think ‘Goodness, you 
got me a different kind of gift this year!’ because everyone’s 
bringing chocolates, cupcakes and booze – that’s what they all get! 

 
But I love that story. You know, as you were talking, it reminded me 
of another great gift that someone else in my life gave. We used to 
rent space when I first moved to New York and I brought Tracy 
Matthews Designs to New York. I rented space out of a small 
factory. It was very small. There were only two people who worked 
in the factory, but it was a really big space. The front of the space 
was all jewelry tools and everything and in the back of the space 
was what we rented and we set up our own sort of jewelry 
studio/shop and a showroom back there. 

 
The woman who ran the space used to have her production line of 
jewelry, but then she got really involved in a private label and 
started producing her products overseas. So she would work for 
companies like Trina Turk and like some of these really big lines 
designing private label jewelry for them, but she used her jewelry 
designing skills to really do something unique for the holidays and 
she would design every year custom Christmas ornaments and 
send them out to all of her vendors and all of her customer and 
everyone that she wanted to show appreciation to. 

 
So I think I still have a couple of Meryl’s Christmas decorations that 
she designed and every year it will be something different. And I 
thought that was a really nice, useful touch in a way to remember 
someone’s business, you know, ‘Okay, well, thank you so much for 
your business and here’s a Christmas ornament from me,’ and that’s 
something that could be really fun, a really fun idea for designers 
who want to get rid of maybe some extra supplies, like turn them 
into a Christmas ornament and you can make your own gifts! 

 
Robin: That’s wonderful! I love it! Really fun.  
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Tracy: Yeah, I always remembered that. I thought it was like a really clever 

way to sort of remember your customers, you know. 
 

So, we just talked about a couple of ideas. What are some of your 
favorite ideas for customer appreciation over the holidays? And this 
is not just – you know, Robin and I both probably, and I’m sure that 
you would agree, Robin – this isn’t just necessarily for, like, the 
Christmas holidays. You know, if you miss or Christmas or the 
Hanukah time or the holiday season, whatever you want to call it, 
you know, you could do a New Year’s gift like Mickey Lynn did or 
you could do a Valentine’s gift instead. Just if there’s at least some 
time in the year when you can show appreciation. So what are 
some of your favorite ideas, Robin, for customer appreciation? 

 
Robin: Well, we definitely talked about the handwritten note, because it’s 

really a lost art, you know, taking the time to write a thoughtful 
note. It creates that kind of deeper level of appreciation, especially 
when you’re addressing something personal about the buyer that 
you’re working with or the customer that you’re working with. 
[12.00] 

 
Gosh, there’s so many fun things. You know, you mentioned 
chocolate. Chocolates – there maybe they’re a special kind of 
chocolate. Here in California there’s a place that does, you can put 
your logo on chocolates, so chocolates or cookies with your logo 
kind of fun. A notepad with maybe your logo on it somewhere or a 
really inspirational quote would be very cool. As I said, a donation in 
your customer’s name is great. 

 
Even if, now if you know if you’re working with let’s say a customer 
and they’re really good customers, you may even want to consider 
doing jewelry for the whole team. So it maybe, and I’m not thinking 
50 people, I’m thinking maybe the staff of 4 or something, to send 
them each something special from your line is always… I always love 
sending a product when I can because not only will they be wearing 
it, but it’s something that they’ll remember you by too. So any more 
exposure is always great for you, but don’t just send them 
something to send it. Be thoughtful in what you’re doing. 

 
[I] love candles! Candle are great. I know you and I both know 
there’s a candle line where you can write a special message, so it’s 
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like a chalkboard. That’s kind of cool. Just kind of thinking outside 
the box of what you could do. Even what you like that’s really stuck 
with you is really a nice way of doing it. I loved what Mickey Lynn 
did with the honey. Think about what your brand stands for too, 
what’s your vision and mission with your brand and you can really 
come up with some unique ideas that are going to be special to 
what you stand for. 

 
Tracy: I love that. Remember when we bought those gems-shaped soaps 

for our Design to Thrive interview series for the guests? I loved that 
idea. I thought that was so cute, because they’re just these soaps 
that are shaped like gemstones. I used a bar myself. They smell 
really good and they’re so cute, and it’s like a perfect jewelry-
related gift, so yeah, thinking outside the box. 

 
 And even if your budget is a concern, you could like we mentioned 

a few times just a handwritten note in and of itself is a very, very 
nice show of appreciation to people and they’ll notice, you know. 

 
Robin: Yeah, and you know, that what you were just saying made me think 

of also you can do something so simple as even a bookmark. 
 
Tracy: Oh, yeah. 
 
Robin: Maybe some fun office supplies that are in fun shapes, maybe paper 

clips in fun shapes or… Again it doesn’t have to be extravagant. It 
can just be something that you’re like ‘Oh, I think this person will 
really like it.’ We, I know, you and I found these really cool gemstone 
erasers. 

 
Tracy: Yeah, the gemstone erasers – we’re like obsessed with gemstone-

shaped things. 
 
Robin: Right! Little theme here. But those are really fun. [15.00] 

Paperweights are really great. Think of what they could us at their 
office and that they would enjoy. 

 
Tracy: Yeah, people got a huge hit out of those gemstone erasers. Those 

were really cute. 
 
Robin: Yeah. 
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Tracy: I liked those. You know what I really like? It’s one of Sarah Ashley 
Longshore’s gemstone paintings that is like thousands and 
thousands of dollars! I’m like ‘Gemstone anything, but I digress.’ And 
if you haven’t listened to Ashley’s – Sarah Ashley is her full name, 
but she goes by Ashley Longshore – if you haven’t listened to her 
podcast episode, I think episode number 4 or 3. It’s early on in the 
season. Definitely a must-listen. It’s all about leveraging your 
personality to sell more of your art and she is a hoot. You would 
love her. So make sure you listen to that episode if you haven’t 
already. 

 
 So I want to get a little bit more in-depth on kind of how to do this 

or why you want to do this and then how to do this. So let’s talk a 
little bit more about the ‘why’ in-depth and then we can move onto 
maybe how it’s easy to create a little strategy for throughout the 
year so you can do this a couple of times a year to keep, to stay on 
top of mind to your customers. 

 
Robin: I love that. I love the why you want to do this, because when you 

certainly want to show your appreciation for your customers and 
your vendors, I mean, that’s a given, but it builds loyalty, it really 
does. It builds loyalty. It helps keep you top of mind. Customers will 
spend more with you more often and, you know, if you have a 
vendor that you’re working with and maybe they’re having trouble 
paying on time or you’re having some concerns or issues. You 
know, by just reaching out to them and thanking them for what 
they do do, your relationship’s actually going to be stronger. So 
maybe it’s getting some castings to you on time or going that extra 
mile. People with appreciation and with being nice to them, it goes 
a long way. 

 
And also you can expand your customer base by just showing 
appreciation, because your clients are going to say ‘Oh my gosh! I 
was so blown away by the generosity. Oh, you should check this 
person out’ – again, it’s staying top of mind, so referrals will actually 
grow. 

 
Tracy: Kill them with kindness and service. 
 
Robin: Yeah. 
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Tracy: We were talking before the call about a difficult situation that I’m 
dealing with with a customer, and I just stepped back for a moment 
because I just started to get all stressed out and reactive and I was 
going to take a break. I mean, I’ll wait to respond, because I know if 
I respond in the moment it’s going to…feel anxiety, but I just 
stepped back and then I was very kind and I’m like ‘Okay, well, let’s 
talk about the situation and see how we can solve the problem.’ I 
mean, that’s a little bit off topic but it’s still the same thing. Coming 
from a place of kindness and of service [18.00] really can help turn 
any situation around and build loyalty for your customer base. 

 
Robin: Totally. There’s a great quote by Gary Vaynerchuk, and he wrote 

The Thank You Economy, which is fantastic. 
 
Tracy:  Also Jab, Jan, Jab, Right Hook. 
 
Robin: Exactly. 
 
Tracy: The book about social media, amazing book if you haven’t picked 

that up, you guys. 
 
Robin: And his quote is – 
 

“I care a great deal about the bottom line, but care about my 
customers even more. That’s always been my competitive 
advantage.” 

 
So caring about your customers, it is a competitive advantage. I 
think that’s a great way to look at it.  

 
Tracy: Awesome. So I also have this strategy that, you know, you’ve 

mentioned that your accounts are going to be more willing to pay 
on time if you’re kind and helping them out. 

   
And also the vendors are going to help you out by delivering your 
product on time or early, and for any of us who outsource any sort 
of manufacturing, we know that trying to get vendors to complete 
anything on time is a lot of work in and of itself. So if you can 
sweeten the pot and help them, get them to get stuff done on time, 
that’s amazing. It will make your life even better. And it will keep 
you top of mind. 
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Robin: Yeah, and people want to do things for nice people. 
 
Tracy: Yeah, they sure do. Okay so, Robin, can you give us some pointers 

on how to develop a strategy around this to make it really simple so 
it doesn’t seem like a lot of work to get this going? 

 
Robin: Well, I think it’s…absolutely, I think this is part of when you’re 

planning for the year, its’ really great to think about what are you 
going to do for your appreciation at the end of the year and you 
should be showing appreciation throughout the year, but what is 
going to be that gift. So it’s not just kind of last minute and you’re 
rushing, that it can be part of your brand, you know, your strategy 
for the year. 

 
And with that in mind when you’re keeping track of your customers 
in your customer relationship management system or an Excel 
spreadsheet, take note of maybe what they comment on, what they 
like, maybe they have a new addition to the family, it could be a 
new pet or maybe a new child, you know, take into consideration 
kind of who they are and what they’re about and take notes on that 
because that will really help you as well. 

 
And I always say ‘Listen.’ Listen, because that’s going to give you 
some really good information, but think about it in advance, map it 
out. I think when you come across something that really wows you, 
it’s great to note it and if you have a place, if you’ve got your 
strategy in place and you can have a place for that, you can actually 
create a list of gifts that you want to do over time, and that way 
again you’re not scrambling for it. 

 
Tracy: I like it. I love it. Is there anything [21.00] else that you feel like we 

need to cover that would be important to improve a customer 
appreciation strategy, Robin? 

 
Robin: I just think that don’t worry about getting it perfect. I think 

sometimes we put so much pressure on ourselves that it’s got to be 
that perfect gift or that perfect note or…just do it.  

 
Tracy: Yeah. 
 
Robin: Just get it out there, do it, and people will not see what you’re 

stressing over and it just really goes a long way. I get a note from 
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my insurance guy every year. I mean, he’s amazing. And I actually, I 
love over the holidays and I think you may do this as well, we 
certainly did it at the office and every office I’ve ever worked in, is 
we hang the notes up so people can enjoy them, so everyone in the 
office gets to see who sent a note. If there’s a gift we make sure 
everybody eats that as well. 

 
 And the other thing I think is really important is even if you’re a 

team of one, have a table where you lay out everything, because 
there’s something really wonderful and fun. Make it a fun activity. 
Put some holiday music on. Get some eggnog going. Whatever it is, 
make it a fun activity, because that energy of fun goes into that gift 
or into that letter you’re writing. So make it a joyful occasion. If you 
have more people working for you, definitely have them participate 
in it because it’s a fun thing to be a part of. 

 
Tracy: Robin, thank you so much for being here today and sharing all your 

words of wisdom with us. 
 
Robin: I’m so happy to be here, Tracy. And I just want to remind 

everybody, you know, make this part of your business, your 
competitive edge. 

 
Tracy: Well, I feel like we gave so many great strategies or you gave so 

many great strategies, Robin, thanks again for being here. 
 

And I hope that you guys have some fuel and are inspired by some 
great ideas on what you can do to show your customers that you 
appreciate them either over the holidays and then New Year or 
maybe even for Valentine ’s Day, which is coming right up around 
the corner. 

 
So thank you so much, everyone, for listening today. If you’ve 
enjoyed the show we would love for you to do us a huge favor! 
Make sure you subscribe to our podcast, rate the show and write us 
a little review. 

 
I’m super excited to keep bringing you valuable content and 
inspiration every single week. So take care until next time! 

 
 


