Client Rescue Guide
Step-by-step guide to rescue an unhappy client and develop a positive relationship with your client.
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Step 3 - Gain client agreement on the issues and commitment to what will 
              occur when the issues are addressed

Step 4 - Develop an action plan to address the issues and gain client 

              agreement on the plan
Step 5 - Execute the plan

Step 6 - Over-communicate status of the plan

Client Rescue Guide

Step 1 - Define the problem

To improve a bad client situation, you must know what the problem is. Your employees may not have a clue as to what the real problems are so you have to interview the client to get to the problem. 

Step 2 - Quantify the issues

In quantifying the problem, you must quantify and articulate the specific issues that come from the client's discussion. You won't be able to solve the problem unless you are very specific as to the issues that are causing the problem. After listening to the client, list the issues specifically that must be addressed to resolve the situation.

Step 3 - Gain client agreement on the issues and commitment to what will 

              occur when the issues are addressed

Once you have listed the issues that must be addressed, gain concurrence from the client until you know you have listed every specific issue to be addressed. When you positively address the issues causing the problem, identify what the client should be committed to do. This might mean paying for outstanding invoices, develop a positive relationship with the IT organization, etc. It must be a win-win for you and the client for this effort to be a success.

Step 4 - Develop an action plan to address the issues and gain client 

              agreement on the plan

Develop a specific action plan, or project, to positively address all issues. Be conservative in what you plan to commit to in terms of timing, cost, and specific deliverables. In other words, include plenty of buffer and position your organization to over-deliver. Communicate the plan to the client and gain agreement that the action items will positively address the issues identified.

Step 5 - Execute the plan

Execute the plan and be sure to do a quality and timely job. Remember, this may be your second or third chance so success is critical this time.
Step 6 - Over-communicate the status of the plan

Communicate daily unless everyone agrees that less often is appropriate. When trying to turn a problem client situation around, you must over-communicate.

When you complete the projects that positively address the client’s issues, you may ask the client to fulfill his part of the objective. This may be to pay an invoice, be more supportive of your support organization, or whatever the client agreed to do once the issues have been addressed as discussed in Step 3. 
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