
 
Company: Chelsea’s Burgers (Fast Food Restaurant) 
 
Newsletter Mission Statement: 
This newsletter’s goal is to appeal to the concerns and interests of employees at all levels 
in order to increase company development and employee and customer satisfaction. 
 
Newsletter Lead Story: 
 
Headline- Is the customer always right?: Eliminating the bias of customers over 
employees  
 
Most people who work in any type of customer service job would disagree with the age-
old mantra of dealing with customers—the customer is always right. The mission that 
“the customer is always right” sets out to accomplish is a positive one, but is instead 
spreading the false message that customers are more valuable than employees.  
 
Employees and customers need to be re-envisioned as equal to the success of a company. 
Chelsea’s Burgers cannot exist without its employees to perform the work that keeps the 
company running, and it also cannot exist without a consumer market. So why is there 
this emphasis on customer satisfaction over employee satisfaction? 
 
Companies are constantly trying to gain new customers and keep their current ones 
satisfied, which inspires an attitude of “customers above everything,” even if it is at the 
expense of employees. Employees have subjected themselves to verbal assault or 
intimidation by customers for fear of being considered unprofessional if they point out 
the customer’s inappropriate behavior.  
 
We want our employees to have a safe and enjoyable work experience, and therefore 
think it is important that they know that they can remove themselves from an 
uncomfortable customer interaction. When dealing with a customer, it is important to 
maintain a professional attitude, but this does not mean you cannot speak out when a 
customer gets out of control.  
 
If a customer has an issue and begins to get irritated there are a few steps you should 
take. First, attempt to address the customer’s area of concern and find a solution. Second, 
if the customer is still dissatisfied you can suggest another solution or call on a supervisor 
for assistance. Third, if a customer is still dissatisfied and there are no other solutions that 
can be provided, you could say, “I greatly apologize but those are the only options we are 
able to offer you. I understand they’re not ideal for you, but we would be more than 
happen to help you out with one of them.” Fifth, if a customer at this point will not accept 
one of the solutions, they should be directed to corporate for assistance.  
 
Anytime a customer is using profanity toward you, directly threatening you, or acting in 
any way that makes you feel unsafe or uncomfortable, you have a right to ask them to 
please discontinue their behavior or otherwise they must leave. If a customer approaches 



you with a concern and is extremely aggressive and inappropriate from the start, you 
have the right to say that you cannot help them and either: 1) direct them to someone who 
feels comfortable dealing with the interaction, or 2) ask them to leave if no one feels 
comfortable handling the situation.  
 
We know that the customer is not always right, and we don’t feel that employees who are 
acting within our professional and service standards should have to deal with behavior 
that is out of line. We encourage team leaders to talk to their employees about a plan for 
dealing with unruly customers, and what employees can do when they need to get out of 
a customer interaction.  
 
 
 
Employee Newsletter—Editorial Calendar: 
 
April 2014: Theme- “Employee Appreciation Month.” This month will focus on how 
employees from all levels of the company contribute to overall success. Articles will also 
focus on improving employee satisfaction and attitudes in the workplace, and ways 
employees can address dissatisfactions.  
 
May 2014: Theme- “Understanding the Customer.” This month focuses on everything to 
do with customers. What is our customer makeup—young, families, elderly? It will 
explore the best ways to engage customers based on this information and marketing 
techniques to best appeal to our type of customers. It will also feature articles exploring 
customer services from the best ways to engage with customers to how to handle unruly 
customers.  
 
June 2014: Theme- “Summer Kickoff Issue.” This month will focus on entering the 
summer months and changes that brings about for our company. It will discuss new food 
items and promotions for summer. We also find that our business increases in the 
summer, so the newsletter will have an article discussing how to operate efficiently and 
successfully when business levels increase quickly.  
 
July 2014: Theme- “Team Cohesiveness.” This month will focus on what it takes to 
build a strong and productive team. Tips for team cohesiveness, as well as handling team 
conflict, will be discussed. It will also discuss how effectively working as a team will 
help our company grow, as well as create a better work environment.  
 
August 2014: Theme- “Success Stories.” This month will focus on corporate strategies 
and individual restaurants within our company that are generating success and will study 
them on a case-by-case basis. These stories can act as a model and possible offer tips or 
help to other professionals and restaurants within our company. This issue will focus on 
these success stories from the angle of how they are benefit the company and employees 
and how they are in line with our company values.   
 



September 2014: Theme- “Change of Season.” This month will focus on the transition 
from fall to summer and any changes this brings about for our company. This includes an 
expected drop in business that had increased during the summer months, and any changes 
within the company such as discontinuation or addition of menu items.  
 
October 2014: Theme- “Health Concerns in the Workplace.” This month will focus on 
the transition into flu season, and the importance of being extra cautious of illness when 
working in the food industry. Methods for preventing illness as well as policies for sick 
employees will be reviewed.  
 
November 2014: Theme- “Happy Holidays.” This month will discuss the transition into 
holiday season and the challenges it brings for both employees and customers. It will 
address stress in the workplace caused by trying to get time off, etc. and also how to deal 
with customers who may be less pleasant during the holiday season.  
 
December 2014: Theme- “Giving Back.” This month will focus on philanthropy that we 
participate in during the month of December, and will discuss what is expected of each 
restaurant in these charity efforts.  
 
January 2015: Theme- “New Year Edition.” This month will discuss plans for the new 
year including any marketing plans, new product introductions, and any changes in 
employee policy that will be implemented in the new year. It will also have a statement 
from the CEO discussing our success in 2014 and what we plan to do in 2015.   
 
February 2015: Theme- “Taking Care of the Workplace.” This month will focus on 
taking care of equipment in the workplace and maximizing use of products and supplies. 
It will discuss the overall financial benefits of increasing the longevity of equipment and 
not overusing or wasting supplies. 
 
March 2015: Theme- “Addressing Issues.” This month will address the most common 
grievances being raised from both customers and employees. It will offer an explanation 
for why these might be occurring and strategies for improving these problems.  
 


