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Everybody knows how important good customer service is to every business’ bottom line. Very few 
companies can afford to get away with treating their customers poorly or making things difficult for 
them.

We all know it — but it can be easy to forget what that means on the front lines. It’s the same whether 
you’re in retail, wholesale, manufacturing, a service industry or business-to-business. The people in 
your company who your customers meet when they come through your door or call your front office 
can make or break you. They have the power of one.

One is the single chance you get to make a good first impression. One is also the power of the 
individual. How your receptionist sounds on the phone, or the mood of the person working the cash 
register, can make the difference for whether or not someone wants to spend their money with you — 
and what they’ll say about you to other people. It’s often the people who are paid at or near the bottom 
of the scale that have this life or death power over a business’ prosperity. The power of one.

A good experience is what makes people come back to you for whatever it is you offer. Beyond the 
quality of your product or the value of your services, a big part of that good experience is how your 
employees make them feel.

The grand old Oak Tree restaurant in Woodland makes a great case study in this principle. The Oak 
Tree has rightly earned its position as the premier local gathering place, with banquet facilities and 
meeting rooms to host everything from the Rotary Club and the Chamber of Commerce meetings to big
private and public events. It also has gone through some changes in recent years, including its purchase
by The Peach Tree chain based in Vancouver. The new owners are smart business people, but as with 
any transition they hit some rough spots in the beginning.

Some great folks work at the Oak Tree. They really take a good care of their customers. But there was 
some major turnover in the wait staff after the new owners began their Woodland venture, and new 
servers were brought in from the Peach Tree locations. Frankly, service suffered for a while in the 
banquet rooms for Chamber meetings, where we had all gotten used to the expert performance of the 
old staff.

There were complaints. There were meetings. There were rumors of insurrection. The owners sat down 
a few times with the Chamber board to find ways to get everybody what they needed: business success 
for the Oak Tree, and everybody getting a satisfactory lunch experience at Chamber.

One of the changes was to bring in a server who had been tending bar: Jody. From her first shift serving
Chamber luncheon, Jody exercised her Power of One. She greeted everyone warmly, sharing jokes as 
well as filling us in on the specials. She got to know us, and went out of her way to take care of each 
customer as an individual, not just an assembly line. Julie, the manager, and the cheerful ladies at the 
cash registers, also had a lot to do with making sure the Chamber settled down and got happy with the 
Oak Tree again. These ladies are all real pros when it comes to customer service.

Jody made a huge difference for most of us, just because of her attitude. When I asked her what her 



secret was, she told me, “People are my drug. If I’m having a bad day, I’m glad to come to work 
because I know I’ll be seeing people and having a good time.” You go, girl.

Jody has moved on from the Oak Tree, and we wish her well wherever she goes. Ashley, the new 
trainee, is doing a great job and taking good care of us. The Power of One is on prominent display at 
the Oak Tree. Long may they prosper.

Abbie Anderson is the first vice president for the Woodland Chamber of Commerce and the Woodland 
Community Librarian.

Editor's Note: InBusiness welcomes news from our area chambers of commerce. To submit 
information, e-mail editor Cal FitzSimmons at cfitzsimmons@tdn.com
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