










The Business of 
Belonging: 
Inclusive 
Customer Service 
Practices.



Every customer deserves to feel seen, 
respected, & valued.​

Businesses serve people from different:​
• Racial & cultural backgrounds​
• Identities & lived experiences​
• Communities​
• Ages, abilities & perspectives​

For marginalized and BIPOC communities, 
everyday interactions can carry additional 
meaning.​

Who Are We Creating 
Experiences For?



The customer experience is shaped by more than the 
product or service.​

Trust
Feel comfortable asking questions, sharing needs, and 
engaging with your business.​

Return
Choose your business again because the experience 
felt safe, respectful, and welcoming.​

Refer
Tell others about a business where they felt genuinely 
valued.​

Belonging Is A 
Business Strategy



Small moments shape how customers 
experience your business. Inclusive service 
often begins with simple choices:​

• How we greet people​
• Whether you make assumptions​
• Who you acknowledge​
• How you handle concerns​
• How we respond​

Customers experience your business before 
they ever make a purchase. 

The Customer 
Experience



Sometimes exclusion happens without 
intention.

Instead of assuming:​
ASK

Instead of dismissing:​
LISTEN

Instead of becoming defensive:
LEARN

Language + 
Assumptions Matter



Small changes can create a more welcoming experience.

LOOK:
Who is represented in your space and marketing?​

LISTEN:
What are your customers telling you?​

REVIEW:
Where might your policies or practices create barriers?​

ADJUST:
What is one thing you can change?​

Put Into Practice .



'Ask yourself:

"If I were the customer, would I feel like I belong here?"

What is ONE action you can take today to help create a space 
where everyone feels they belong?

Your Business, Your Experience
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