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C U S T O M E R S  

The Customer Is Always Right... Until 
You Need to Break Up 

BY  AA RON  GE R B E R,  GE R B E R CON S UL TI N G  GR O UP  

 

In business, we've all heard the mantra: The customer is always right. It's a guiding principle 
that has stood the test of time, and for good reason. Prioritizing customer satisfaction is crucial 
to building trust, fostering loyalty, and driving repeat business. After all, without customers, 
there is no business. 

But what happens when a customer’s demands, behavior, or impact on your business crosses a 
line? When does the cost of keeping a customer outweigh the benefits? 
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Here’s the reality: not every customer is right for your business. In fact, some customers can cost 
you more than they bring in—draining your resources, frustrating your team, and ultimately, 
hurting your bottom line. 

“Here’s the reality: not every customer is right for your 
business.” 

When It's Time to Break Up with a Customer 
1. Chronic Late Payments: A customer who consistently pays late disrupts your cash flow 

and can put your business in a precarious financial position. If you’re spending more time 
chasing payments than servicing the account, it’s time to reconsider the relationship. 

2. Unreasonable Demands: Customers who demand constant changes, expect 24/7 
availability, or require more than what’s agreed upon can overwhelm your team and 
distract from serving other clients. Overextending to meet one customer’s endless requests 
can lead to burnout and decreased service quality for others. 

3. Abusive Behavior: No business owner should tolerate disrespect or abuse from a 
customer. A toxic relationship can demoralize your team and create a hostile work 
environment. Your employees’ well-being and your company culture must come first. 

4. Low Profit Margins: Some customers simply aren’t profitable. Whether it’s due to heavy 
discounts, high service costs, or constant demands for extras, a customer that drains 
resources without delivering enough value isn’t worth keeping. 

How to End the Relationship Gracefully 

• Communicate Clearly: Be honest and direct about why the relationship is no longer 
working. Highlight the issues and explain that the decision is in the best interest of both 
parties. 

• Offer a Transition Plan: If possible, help the customer transition to another provider or 
find a solution that meets their needs elsewhere. This maintains professionalism and can 
leave the door open for future opportunities. 

• Stay Professional: Even if the breakup is difficult, keep the conversation respectful. 
How you handle the situation can impact your reputation. 



Gerber Consulting Group, Inc  |  aarongerber.com Page 3 of 3 

Final Thoughts 
Yes, the customer is always right—until they’re not right for your business. Knowing when to let 
go of a problematic customer can free up time, energy, and resources to focus on those who truly 
value and support your business. By prioritizing healthy, mutually beneficial relationships, you’ll 
position your company for long-term success. 
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