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Is the Customer Always Right? Why It Pays to Fire Toxic Clients


Despite the cliché about customers’ inviolability, every businessperson knows there are times when customers are wrong and times when it makes sense to pull the plug on a customer.


The fact is that some customers are bad news, and your business is better off without them. 


These customers generally fall into three categories:


Those who expect you to act in a way that is illegal, unethical or unprofessional 


Those who cost more than they are worth 


Those who are rude and/or abusive to your employees


Under the “always right” maxim, customers can demand just about anything since they’re right by definition. However, sometimes customers are simply just flat-out wrong. 


There are also the customers who are just not worth the hassle, and there are others who are simply toxic to your business.


Siding with unreasonable customers over employees, over company policy, over reasonable expectations or over common sense is a very bad idea. 


Employees are not serfs and should not have to tolerate abusive customers.  


When it’s a choice between supporting employees who work with you every day and make your product what it is, and placating an irate, unreasonable, demanding jerk, your loyalty should be with your employees. 


Jettisoning a customer should always be a last resort, but it is sometimes necessary and can actually be good for your business. 


Pruning your client base of low-margin, high-demand, time-consuming customers allows you and your staff to focus on customers who matter - the loyal, repeat buyers and promising new prospects. 
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