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Fellow Morrissey fans and

those who share a love of somewhat

sad, but deeply lyrical songs from the

1990s will surely recognize the title

above. Even if you did not, I’ve now

accomplished my goal of using a

Morrissey song title in one of my

columns. Young and angsty love

aside, this clever (and creepy) one-

liner serves, of course, as a starting

point to something that I consider

key in our industry: customer rela-

tionship building.

Clichés and song titles aside,

absence does not make the heart

grow fonder—or at least not in busi-

ness relationships. Your business

connections are your capital, and you

must take care of them, tend to them,

invest in them, and, yes, try to grow

them. Oftentimes in our industry, we

tend to forget about clients once we

have turned in a project. In my

opinion, those who have the best

long-term working relationships,

whether it be with language services

providers or direct clients, are those

linguists who really invest in them. 

As someone who outsources to

my outstanding colleagues fre-

quently, I have seen both sides of the

equation, as I am both a client and a

services provider. With my own

clients, I go to great lengths to make

sure they feel appreciated. Most of us

do not take our personal relationships

for granted, and we should not do

that with our business relationships,

either. While every client is different,

here are a few things that might just

help you maintain and grow your

business relationships:

Follow-Up: More often than not, I

send a quick note to the client fol-

lowing up on a website launch, the

publication of their bilingual brochure,

or after the conference at which I

interpreted has wrapped up success-

fully. I ask simply if there is anything

else I can do for them and thank them

for their business. It’s simple, but it

keeps your name fresh in the client’s

mind for future projects. 

Small Gifts: Before you send any-

thing to your client, make sure you

know the client’s policy on gifts,

which most companies make acces-

sible to vendors (only two of my cor-

porate clients have a very strict policy

against gift giving). I like to send

small, but personal gifts during the

holidays, and also occasionally during

the year if I see something that

reminds me of a client. A few years

ago, I saw some chocolates in Vienna

that a client (who had entrusted us

with a very small project) had said she

liked, so I bought them and sent them

to her. I didn’t expect anything from it,

but a year or so later, we took over all

their communications into several lan-

guages. I am sure it wasn’t just the

chocolates that made the difference,

but it didn’t hurt.

Helping Your Client: Oftentimes, we

are so focused on what we want from

a business relationship that we forget

that the client also has goals. For

instance, if you are translating a

client’s website into another lan-

guage, perhaps you can help them

promote their new launch via Twitter

or other social media. Or perhaps you

can help recommend someone in their

target market who might help with a

press release, or perhaps your client

wants to make connections in

Colombia and you just happen to

know someone you can introduce

them to. You get the idea. 

There are many other ways to

invest in your customer relationships,

but you don’t have to break the bank.

All it comes down to, in my experi-

ence, is this: show customers that

you care and that they are important

to you.  n
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