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Introduction:
Define a complex problem:
A successful hair salon is experiencing high demand, but its most loyal clients  are finding it increasingly frustrating and difficult to book appointments when they would like, due to business growth. At first glance this may seem like a good problem to have business growth, but it reveals deeper operational and strategic challenges that could harm the business long term. “The purpose of a business is to create a customer who creates customers.”
— Shiv Singh LinkedIn

Definition: to experience this problem the salon would have achieved several key factors
The salon would have provided a quality service providing a skilled and experience staff team to meet the clients needs. The atmosphere would be welcoming and provide a relaxing safe environment where the client feels valued. Effective communication between the staff and clients is key to providing the desired outcome. Time management needs to be considered by  ensuring appointments run on schedule. Regular clients are valued as they have helped to grow the business.



 Solutions
1. Implement a Priority Booking System:
Such as Fresha, booksy or Vagaro.
You can streamline the appointment process, allowing clients to view themselves the availability and make reservations at their own convenience.
2.  Appointment reminders sending reminders through SMS or email will reduce no shows and help clients remember their appointments.
3. Flexible hours offering scheduling options such as late nights Saturday appointments which could alleviate scheduling conflicts.
4. Buffer times added in between appointments can allow staff to be on schedule.
5. Maintaining a database with the clients notes preferences can aid in offering a more personalized service.
6. Overbooking strategy Some salons adopt an overbooking strategy to account for no shows;  it is essential to manage this carefully to avoid waiting times for clients.
7. Walk in- v -appointments Clear communication can help clients plan appointments.
8. Staff scheduling, ensuring  that staff availability aligns with appointment demands is crucial. Analysing peak times and staffing appropriately can enhance service efficiency. 
9. Dedicated time slots Regular clients could exclusive access to priority time slot, to ensure they have access to appointments even at the busiest times.
10. Communication is key  clients need to be kept in the loop to feel appreciated and valued.
11. Client and staff Feedback review  regularly   on all aspects of the booking system from your clients and adjust the scheduling if necessary. 
12. Flexibility be prepared to be flexible  act on your client’s feedback
Cancellation List 
Limit Walk-ins during busy times.
Communicate Transparently: Let clients know demand is high and you’re making changes to support loyal customers.
Keep clients updated with SMS/emails

If the problem involves emergent behaviour, feedback loops, or social dynamics, it’s likely complex.
If no clear solution exists, and small changes can have big effects, it’s complex. Who Owns the Problem:
The business owner or manager    owns the problem of regular clients being unable to book at their preferred times due to being fully booked.
Why It Needs Solving:
Client Retention Risk:
Regular clients may feel frustrated or undervalued if they can’t book when they want, leading them to go elsewhere.
Loss of Revenue:
If loyal, high-value clients stop booking due to inconvenience, the business may lose reliable income.
Reputation Impact:
Word-of-mouth or online reviews could reflect dissatisfaction with availability, damaging the business’s reputation.
Operational Inefficiency:
Overbooking or poor scheduling could mean the business isn’t optimizing time or staff in a way that best serves core clients.
Long-term Growth Limitation:
A full schedule may look like a success, but if it drives away regulars and prevents high-value bookings, it hampers sustainable growth.
Summary:
The owner must address this problem to protect client relationships, revenue, and business reputation. 



Why It's Complex
1. Capacity vs. Demand Imbalance
The salon has limited time slots and stylists, but rising demand—possibly from new customers, seasonal spikes, or marketing efforts—means that appointments fill up quickly.
Loyal clients, who helped build the business, now compete for the same limited slots, and many are being turned away or forced to book weeks in advance.
2. Revenue vs. Loyalty Trade-off
New clients often bring higher short-term revenue (e.g., more expensive services, upselling opportunities).
However, long-term revenue is tied to repeat business and loyalty. Losing loyal clients means losing predictable income and potentially damaging word-of-mouth reputation.
Reputation Risk: Word-of-mouth about poor availability can deter future clients.
c) Salon Staff
Increased Pressure: Staff may be overbooked and stressed.
Burnout Risk: Constant high volume without relief can lead to mistakes, fatigue, or even burnout.
Reduced Quality: In a rush, service quality may drop, leading to further client dissatisfaction.
d) Management/Owners
· Loss of Revenue (long-term): Short-term gains from being busy could be offset by the loss of loyal clients.
· Brand Damage: Reputation as "too busy to book" can negatively affect the brand image.
· Operational Inefficiencies: Booking chaos can lead to scheduling errors and wasted resources.

2. Scope of the Problem
a) Immediate Area (Local Impact)
· Within the salon's primary client base, dissatisfaction spreads quickly through local word-of-mouth or reviews.
· Competing salons nearby may benefit by attracting frustrated clients.
b) Online Presence (Wider Impact)
· Negative reviews on Google, Yelp, or social media can reach a wider audience, affecting new client interest.
· A perception of being "always booked and unavailable" might deter potential new clients altogether.

3. How Far the Problem Can Spread
Short-Term:
· Inconvenience for regular clients.
· Overworked staff and reduced client satisfaction.
Long-Term:
· Erosion of client base.
· Decreased lifetime value of loyal clients.
· Reputational damage that affects referrals, online booking rates, and social media engagement.
· The issue of regular clients being unable to book in can have a wide-reaching and negative impact across several levels — individuals, the team, and the organization.
· 
 Impact on Individuals (Clients and Staff)
· Clients:
· Frustration and dissatisfaction: Regular clients expect priority or at least reliable service. Being unable to book may lead to them feeling undervalued. “Customers may forget what you said but they will never forget how you made them feel.” — Maya Angelou Life Success JournalLiveAgent
· Loss of trust: They may begin to question the reliability of the service, potentially seeking alternatives.
· Inconvenience: Disrupted routines, particularly if appointments are time-sensitive (e.g., health, grooming, or wellness services).
· Staff:
· Increased stress: Dealing with unhappy or disappointed clients adds emotional strain.
· Reduced morale: Staff may feel ineffective if they’re unable to serve loyal clients.
· Time wasted: Extra time might be spent managing complaints or trying to manually slot people in.
 Impact on the Team
· Lower team cohesion: If staff start blaming each other or the booking system, it can create internal tension.
· Inefficient workflows: Constant schedule adjustments or overbookings may interrupt planned tasks and lead to burnout.
· Reputation risk: Teams may feel the pressure of maintaining a positive image despite systemic issues, which can wear down motivation and professionalism.
· 
 Impact on the Organization
· Revenue loss: Regular clients are typically high value; if they leave, long-term profits decline.
· Brand damage: Word of mouth and online reviews may reflect the booking issues, deterring new clients.
· Client churn: Losing loyal clients to competitors can weaken customer retention and loyalty programs.
· Operational strain: Constant troubleshooting can distract management from strategic planning and growth efforts.

 Set Boundaries & Communicate Value
Clients often respect boundaries if you're delivering strong value and being clear.
· Reframe expectations: Be proactive with delivery timelines so clients don’t expect 24/7 access.
· Raise your rates: Higher pricing = fewer clients needed = more breathing room.
· Communicate ROI: When clients understand your impact, they need you less frequently.

 



Staffing & Workflow Adjustments
Hire Freelancers or Part-Time Stylists During Peak Hours
· Analyse peak times (weekends, evenings).
· Bring in additional help during high-demand periods to reduce overload.
Benefit: Increases capacity without long-term commitment.
. Train Assistants to Help Senior Stylists
· Allow assistants to prep clients (e.g., washing, blow-drying).
· Senior stylists can focus on specialized services.
 Benefit: Speeds up each appointment without compromising quality.

 

 Offer Perks During Waits
· Free beverages, magazines, or mini scalp massages.
· Comfortable waiting area with Wi-Fi.
Benefit: Improves experience even if there's a delay.
 Bonus: Automation & Upsells
 Automate Waitlists
· Use digital tools to alert customers of cancellations and early slots.
· First-come, first-serve via app or SMS.
 Offer At-Home or Express Services
· Quick trims or styling via mobile appointments for top clients.
Here are several actionable solutions to help you retain loyal clients at your hair salon who are frustrated with booking issues and long wait times:

 Expand Capacity Strategically
· Hire an Assistant or Junior Stylist: They can help with shampooing, blow-drying, or walk-ins, freeing you to serve more clients.
· Extend Hours on High-Demand Days: Even an extra 1–2 hours on evenings or weekends can ease pressure.
· Cluster Services: Reserve some time slots only for quick services (e.g., trims or root touch-ups) to fit more clients in.
· blic.
· Reward Patience: Offer a discount, free treatment, or express add-on for those who’ve had to wait unusually long.



 Encourage Off-Peak Bookings
· Offer Incentives: Small discounts or loyalty points for booking during quieter hours/days.
· Promote Add-Ons During Those Slots: Fill in off-peak with value-added experiences for loyal clients.
Here are several actionable solutions to help you retain loyal clients at your hair salon who are frustrated with booking issues and long wait times:



 Prioritize Loyalty
· Create a VIP Booking Window: Let loyal customers book in advance before the general public.
· Reward Patience: Offer a discount, free treatment, or express add-on for those who’ve had to wait unusually long.


 


 5. Book Overflow Appointments Strategically
Solution: When clients can't get in with their preferred stylist:
· Let them know personally that the new stylist has been handpicked and trained to  your salon’s quality standards.

 6. Ask for Feedback and Make it Visible
Solution: After each appointment with the new stylist, ask clients for feedback and testimonials.
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1. Capacity vs. Demand Imbalance
· Too few staff for the volume of appointments requested.
· Limited opening hours that don’t align with peak client demand (e.g., evenings or weekends).
· Not enough physical space (chairs, stations, rooms) to serve more clients simultaneously.
2. Booking System & Scheduling Issues
· Inefficient appointment spacing—e.g., large gaps or overlaps caused by manual scheduling.
· Overly long service slots booked for some clients when shorter times would suffice.
· Not offering split-team or staggered shifts to spread out availability.
3. Service Mix Bottlenecks
· Certain high-demand services are lengthy, tying up stylists for long periods.
· Specialist-only services mean clients must wait for specific staff rather than booking with others.
4. Uneven Demand Peaks
· Most clients want the same days/times (Friday nights, Saturday mornings), leading to bottlenecks.
· No incentives for clients to book during off-peak hours.
5. Limited Pre-Booking Strategy
· High-value, loyal clients might not be encouraged to rebook before leaving.
· Walk-ins or last-minute bookings filling prime slots instead of reserving them for regulars.
6. Lack of Technology Leverage
· No online booking or automated waitlist to fill cancellations quickly.
· No reminders or follow-ups encouraging people to grab open slots.
1. Gather the Right Data
	
	
	

	
	
	

	
	
	

	Client Database
	Name, contact info, visit frequency, service history
	Shows which regular clients are missing out

	Walk-in Requests
	Same as enquiry log but for in-person
	Captures non-scheduled demand


2. Analyse the Problem
Focus on metrics that reveal the mismatch between demand and availability.
Key Measures:
1. Turnaway Rate
Turnaway Rate=Number of clients unable to bookTotal appointment requests×100\text{Turnaway Rate} = \frac{\text{Number of clients unable to book}}{\text{Total appointment requests}} \times 100Turnaway Rate=Total appointment requestsNumber of clients unable to book​×100 
2. Peak-Time Demand Gaps
Compare the number of requests for each time slot vs available slots.
3. Client Impact
Count how many repeat customers are affected (potential revenue loss).
4. Revenue Opportunity Lost
Multiply missed bookings × average service price.

3. Identify Patterns
Look for:
· Most affected days/times (e.g., Saturdays 10am–2pm always full two weeks ahead)
· Most requested services when capacity is exceeded (e.g., hair coloring vs simple trims)
· Client segments most impacted (loyalty members, high-spend clients, new clients)

4. Use Workplace Information to Support the Findings
· Staff Rosters — Check if staffing levels match peak demand.
· Salon Opening Hours — See if high-demand hours are underserved.
· Service Duration Data — Long appointments may block multiple bookings.

5. Present the Evidence
Example summary:
“Over the past 4 weeks, 28% of appointment requests could not be accommodated due to fully booked schedules. 72% of these were from repeat customers requesting Saturday mornings. Estimated lost revenue: £1,150. Staffing records show only two stylists rostered during this high-demand period.”
Problem:
Regular clients are unable to book into the salon at their preferred times because appointment slots are already taken or scheduling is inflexible.
Impact:
· Customer dissatisfaction – loyal clients may feel undervalued if they can’t secure their preferred times, leading to frustration.
· Loss of loyalty – long-term customers might seek alternative salons where booking is easier, reducing repeat business.
· Reduced revenue stability – replacing lost regular clients with new ones can be less reliable and more costly in marketing.
· Reputation risk – word-of-mouth or online reviews may reflect difficulty in booking, discouraging potential customers.
In short, the booking issue directly erodes client loyalty, damages reputation, and can cause long-term revenue decline.
Brainstorming ideas by the staff team:-
1. Priority Booking for Regulars – Give existing loyal clients early access to appointment slots before opening them up to new clients.
2. Waitlist System – Allow clients to join a waitlist for their preferred times, then auto-notify them if a spot opens up.
3. Block Reserved Slots – Keep a percentage of your booking schedule exclusively for regulars.
4. Off-Peak Incentives – Offer discounts or perks for booking during quieter times.
5. Double-Check No-Shows – Confirm upcoming appointments to reduce last-minute gaps that could have gone to regulars.

 Long-Term Strategies
6. Hire More Staff or Apprentices – Expand capacity without overloading your best stylists.
7. Extend Opening Hours – Even one extra evening per week could free up peak-time slots.
8. Tiered Pricing or Memberships – Higher-tier members get priority booking or guaranteed spots.
9. Pre-Booking Culture – Encourage clients to rebook at the end of each appointment.
10. Service Duration Optimization – Review services for efficiency—sometimes small tweaks to workflow open extra appointments.
Priority Waitlist System
· Create a “VIP waitlist” for regulars where they get first refusal if a slot opens.
· Send text alerts or automated messages so they can confirm quickly.
2. Extended or Special Hours
· Offer early morning, late evening, or a dedicated “regulars-only” block once a week.
· Could be marketed as a members’ hour to make it feel exclusive.
3. Partner or Apprentice Services
· If you have junior stylists or trusted freelancers, offer them at reduced rates when senior stylists are fully booked.
· Maintain quality by having the senior stylist do a quick consultation at the start.
4. Home or Mobile Service Option
· For top clients, send a stylist to their home for a premium.
· Great for people who value time and convenience.
5. “Pre-Booking Club”
· Encourage them to book 2–3 appointments ahead.
· Offer small perks like free treatments or priority access for those who always pre-book.
6. Express or Maintenance Services
· When fully booked for full appointments, offer short “maintenance” visits (e.g., fringe trim, root touch-up) to tide them over until a full slot is available.
7. Partner with Nearby Salons
· Arrange reciprocal agreements with a like-minded salon you trust for overflow periods, so regulars still get quality care.
8. Seasonal or Off-Peak Discounts
· Gently shift some bookings to quieter days/times by offering loyalty points or small discounts then.
Creative/Outside-the-Box Ideas
11. VIP Booking Window – A “booking drop” at a set time each month for regulars, like ticket sales.
12. Mobile or Pop-Up Services – Take the salon to the client during peak demand.
13. Express Service Menu – Shorter, high-demand services that fit in between big bookings.
14. Referral Swaps – When you take new clients, ask staff to gently guide them to quieter times so prime slots stay open.
A message which can be sent out to clients e.g
Thank you for your patience!
We are  so grateful for your trust and loyalty. Our schedule is filling up quickly because of wonderful clients like you, and while it may mean a short wait for your appointment, please know it’s only because we want to give you the same care and attention you’ve always counted on. We promise it will be worth the wait! Team Maples
The emphasis is keeping your clients happy preferably without adding to the  salon resources:-some favourable outcomes, loyal clients could be offered express appointments in between their regular appointment for fringe trims or root touch up at a discounted price with junior stylists, whilst keeping their appointment with their preferred senior stylist and booking in advance.
Staff rosters can be adjusted  to meet peak demand as Saturday/late evenings is the preferred time for most loyal clients, all staff should be rostered to work a Saturday and late evenings on a roster  to accommodate clients.
1. Risks
These are potential negative outcomes if the roster change is not managed well.
· Drop in morale – Staff may feel their needs or preferences were ignored, leading to dissatisfaction.
· Loss of staff – Key stylists or therapists may leave if the schedule impacts their work-life balance or earnings.
· Reduced productivity – Confusion about shifts or changes in team pairings can slow down workflow.
· Service gaps – If experienced staff are rostered less during peak times, customer satisfaction can decline.
· Increased absenteeism – If shifts clash with personal commitments, staff may call in sick more often.

2. Barriers
These are factors that could make adapting to the new roster difficult.
· Resistance to change – Long-standing routines can make staff reluctant to accept new patterns.
· Poor communication – If the new roster and reasons for change aren’t explained clearly, misunderstandings arise.
· Skill mismatches – Certain stylists may be rostered when client demand for their speciality is low.
· Personal obligations – Childcare, school runs, or second jobs can conflict with new shifts.
· Lack of flexibility in systems – Manual rostering or rigid booking systems may make it harder to trial adjustments.

3. Feasible Concerns
These are realistic, practical issues that should be addressed during the change.
· Fair distribution of hours – Ensuring no one gets consistently less desirable shifts.
· Income impact – Some stylists earn more during peak slots; changes could affect their commission.
· Client relationship continuity – Regular clients may want to see their usual stylist at the same time each week.
· Training or transition time – Staff may need a short adjustment period before the new system is fully operational.
· Overlapping peak shifts – Avoiding overcrowding or under-staffing during busy periods.
Step 1 — Define the Problem
Problem: Loyal, long-term clients are struggling to secure appointments because the salon is fully booked, which could risk losing them.


Step 2 — Define Criteria for Evaluation
For this type of problem, useful criteria could include:
1. Client Satisfaction – How much will this improve loyal clients’ booking experience?
2. Implementation Cost – Financial investment required.
3. Ease of Implementation – How simple is it to put in place?
4. Staff Impact – Effect on staff workload/morale.
5. Scalability – Will it work if client demand continues to grow?

Step 3 — Weight the Criteria
You decide how important each factor is (weights add up to 100):
	Criteria
	Weight (%)

	Client Satisfaction
	35

	Implementation Cost
	20

	Ease of Implementation
	15

	Staff Impact
	15

	Scalability
	15

	Total
	100



Step 4— Score Each Option
Rate each option 1–5 (5 = very good, 1 = very poor). Multiply by weight.
	Option
	Client Satisfaction (35)
	Cost (20)
	Ease (15)
	Staff Impact (15)
	Scalability (15)
	Total

	1. Priority Booking
	5×35=175
	5×20=100
	4×15=60
	5×15=75
	3×15=45
	455

	2. Hire More Staff
	4×35=140
	2×20=40
	2×15=30
	3×15=45
	5×15=75
	330

	3. Waitlist System
	4×35=140
	5×20=100
	4×15=60
	5×15=75
	4×15=60
	435
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	4. Reserved Slots
	5×35=175
	5×20=100
	5×15=75
	4×15=60
	3×15=45
	455

	5. Extend Opening Hours
	4×35=140
	3×20=60
	3×15=45
	3×15=45
	5×15=75
	365



Step 6 — Interpret Results
· Highest scores:
· Priority Booking (455)
· Reserved Slots (455)
· Close behind: Waitlist System (435)
· Interpretation: Quick, low-cost measures that guarantee appointment access for loyal clients score highest. Hiring staff or extending hours helps long term but takes more resources and time.

Recommendation
 Implement a combined strategy: introduce priority booking and reserved slots for loyal clients right away, with a waitlist system as backup. Monitor demand, and if it keeps climbing, then consider hiring more staff or extending hours.
Step 1: Define the axes
X-axis (Effort): How much effort/resources/time it takes to fix the booking trouble for loyal clients (Low to High).
Y-axis (Impact): How much positive impact it will have on the business by solving this problem for loyal clients (Low to High).
Step 2: Populate the 2x2 grid
	
	Low Effort
	High Effort

	High Impact
	Quick Wins
	Major Projects

	Low Impact
	Low Hanging Fruit
	Thankless Tasks



Step 3: Examples related to loyal clients booking issues
· Quick Wins (High Impact, Low Effort)
· Fix online booking glitches that loyal clients report.
· Add a priority booking phone line or dedicated booking times for loyal clients.
· Major Projects (High Impact, High Effort)
· Develop or upgrade the salon’s entire booking system (e.g., new app/website).
· Implement personalized booking reminders and follow-up calls.
· Low Hanging Fruit (Low Impact, Low Effort)
· Improve communication around booking hours via social media.
· Train reception staff to recognize loyal clients and assist with manual booking.
· Thankless Tasks (Low Impact, High Effort)
· Overhaul salon hours drastically just for a few loyal clients.
· Implement complicated loyalty reward systems just for booking ease.
Step 1: Identify Costs and Benefits
Costs:
1. Lost Revenue from Loyal Clients:
· Loyal clients typically spend more and have a higher lifetime value.
· If a loyal client cannot book, they might delay or skip a visit, causing immediate revenue loss.
· Example: Average spend per visit = £80; if 10 loyal clients can’t book in a week, potential weekly lost revenue = 10 × £80 = £800.
2. Client Attrition and Negative Word-of-Mouth:
· Loyal clients may feel neglected, potentially switching to competitors.
· Cost of acquiring a new client is higher than retaining one.
· Quantifying: If 2 loyal clients defect monthly, and acquisition cost = £150/client, monthly acquisition cost = £300.
3. Brand Reputation Impact:
· Negative reviews or social media posts can reduce new client inflow.
· Difficult to quantify but impacts long-term profitability.
4. Staff Stress and Turnover:
· Overbooking and scheduling pressure can increase employee burnout, potentially raising HR costs.

Benefits:
1. High Utilization of Resources:
· Maximizing appointments means better use of stylists’ time and salon space.
· Higher appointment volume can increase total revenue.
2. New Client Acquisition from Waitlist or Walk-ins:
· Keeping slots open might attract new clients, expanding customer base.

Step 2: Financial Considerations
Estimating Financial Impact of Lost Loyal Clients:
· Assume salon has 200 clients; 20% (40) are loyal (monthly visits).
· If 25% of loyal clients fail to book each month due to full schedule: 10 clients lost visits.
· Average monthly revenue loss = 10 × £80 = £800.
· If 20% of these clients defect annually: 2 clients × £150 acquisition cost = £300 acquisition cost.
· Total immediate loss = £800 + £300 = £1,100 per month.

Step 3: Qualitative Reasoning
Why Loyal Clients Matter:
· Loyal clients have emotional ties and trust, which is hard to replace.
· They often refer others, contributing indirectly to revenue.
· Losing loyalty affects salon’s community standing.
Possible Mitigation Strategies:
· Implement a priority booking system or loyalty rewards for scheduling.
· Increase staffing or hours to expand capacity.
· Use technology (apps, waitlists) to better manage demand.
· Offer off-peak discounts to spread appointments.

Step 4: Summary of Cost-Benefit Analysis
	Aspect
	Costs
	Benefits

	Lost loyal client revenue
	£800/month
	Increased resource utilization

	Client attrition & acquisition
	£300/month
	New client acquisition

	Reputation & word-of-mouth
	Hard to quantify but significant
	Enhanced customer experience

	Staff turnover & morale
	Potential increased HR costs
	Better staff utilization


Overall, the financial and brand risks of losing loyal clients likely outweigh the benefits of fully booked schedules. A balanced approach to prioritize loyal clients can preserve long-term profitability and reputation.

            | High Booking Frequency          | Low Booking Frequency
---------------|-------------------------------|-------------------------------
High Loyalty   | 1. Priority waitlist & alerts  | 2. Personalized offers & check-ins
               | - Notify ASAP when slots open  | - Send special promos to stay engaged
               | - Offer alternative times/days | - Suggest prep tips & DIY care advice

Low Loyalty    | 3. Flexible booking options     | 4. General reminders & incentives
               | - Encourage more loyalty       | - Send occasional discounts
               | - Highlight benefits of loyalty| - Invite to events or trials
Explanation:
Loyalty gold card  (High Loyalty & High Frequency):
These are your best clients. Give them priority access, notify them immediately when a slot frees up, and offer alternatives to keep them happy.

Loyalty silver card  (High Loyalty & Low Frequency):
Keep them engaged with personalized offers and friendly check-ins, even if they don’t book often, so they feel valued and remembered
Loyalty Bronze card  (Low Loyalty & High Frequency):
Try to boost their loyalty by offering flexible booking and explaining perks to convert them into more loyal clients.

(Low Loyalty & Low Frequency):
Send general reminders, occasional discounts, and invitations to events to encourage more visits
“The sun himself is weak when he first rises, and gathers strength and courage as the day gets on.”
— Charles Dickens, The Old Curiosity ShopManagement Guru
A beautiful metaphor for growth and resilience—perfect for encouraging staff to embrace each new day as an opportunity to gain strength.

Conclusion:
Loyal clients who have helped  to build your business who are now unable to book in  at their convenience due to high appointment demand and  business growth, would initially seem like a good problem, yet realistically changes  would need to be made strategically, if not managed correctly could have the adverse effect. Challenges to keep your loyal clients who have helped grow the business, should be valued and prioritised,  communication is key with keeping your clients updated with any changes made to the appointment booking system. You will need to weigh up the complexities of the challenge and work towards a solution which will work for the staff, clients and business.
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