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✦

Hi, I'm Mary Marroquin.

I've spent years working in customer service, first as an employee, then as a business owner, trainer, and mentor. Along the way, I've learned that the smallest interactions often leave the biggest impressions.

This book wasn't written from a classroom. It was written from real conversations, difficult customers, incredible coworkers, and years of learning what truly makes people feel seen, heard, and valued.

Whether you're starting your first job or you've been serving customers for years, my hope is that these lessons help make your work a little easier, and maybe even help you smile at your job a little more often.

When I'm not writing, you'll usually find me running my salon, creating resources for entrepreneurs, building apps for the beauty industry, or spending time with my husband and our five kids, making memories together.

I'm also the author of the Lash-Fix series and creator of the LashStock app, where my passion for organization, education, and helping others continues beyond the pages of this book.

Thank you for trusting me with a little of your time. I truly hope something in these pages encourages you, inspires you, or simply reminds you that kindness, professionalism, and a great attitude still matter.

Keep smiling.

Mary Marroquin

Learn more at www.urbanblendtanning.com

Instagram: @MaryMarroquin  |  @urbanblendtanning
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✦

The Casino Effect The lesson: Standards do not exist without accountability.

And accountability does not exist without consequences.

I want to tell you something before we get into this book.

Something that explains everything that follows.

I worked in a casino for ten years.

And those ten years taught me more about customer service than any class, any book, or any business seminar ever could.

Here is why.

The casino did not ask you to be excellent.

It required it.

Clock in on time or get a point. Follow the rules or get fired. Make every single guest feel like the most important person in the room, or find another job.

No gray area. No excuses. No second chance.

And here is what that environment created:

A staff member who showed up. Every single day. Fully present. Fully professional. Fully committed to the experience of every person who walked through those doors.

Not because they were all naturally gifted at customer service.

But because the consequences of not showing up were immediate and real.

You could be replaced.

And everybody knew it.

The Secret Shopper You Could Not See From day one we were trained to understand one thing.

You never know who is sitting at your table.

It could be a regular. A first timer. A high roller who wandered in off the street.

Or it could be a secret shopper sent by the company to evaluate everything about your performance.

Your greeting. Your smile. Your knowledge. Your ability to handle a difficult situation without losing your composure.

You never knew.

And that uncertainty made everyone better.

Because you could not afford to have an off day.

Not visibly anyway.

Whatever was happening in your personal life:

Whatever drama was unfolding in the break room or the parking lot or at home:

The moment you walked onto that floor you were a professional.

Full stop.

And Then I Opened A Small Business When I left the casino and built my own business I carried those standards with me.

Not because anyone was forcing me to.

Not because there was a secret shopper watching.

But because ten years of that culture had wired me to believe:

This is simply how you show up for people.

And then I watched what happens in small business when those standards are absent.

When there is no one watching. No point system. No immediate consequence for a bad attitude or a distracted appointment or a client who leaves feeling like she was just a transaction.

She just does not come back.

No write up. No warning. No HR meeting.

Just silence.

An empty appointment slot.

And maybe, if you are really unlucky,

A one star review that lives on the internet forever.

The casino had consequences you could see coming.

Small business has consequences you never see at all.

And that invisibility is exactly why so many small businesses struggle.

Not because the owner does not care.

But because without the external accountability:

Without the secret shopper and the point system and the manager watching:

The standards quietly slip.

One distracted appointment at a time.

One boundary crossed at a time.

One client who left feeling like she did not quite matter:

At a time.

What This Book Is About This book is not about scripts or policies or a ten step customer service program.

It is about something simpler and more fundamental than any of that.

It is about people.

Specifically: it is about understanding people well enough to make every single one of them feel genuinely valued every single time they interact with your business.

That sounds simple.

It is not always easy.

But it is learnable.

And everything you need to learn it is in the pages that follow.

I wrote this book for the small business owner who never had a casino to train her.

Who never had a secret shopper to keep her honest.

Who never had a point system or a manager watching or an immediate consequence for falling short.

I wrote it for the service provider who genuinely loves what she does but is losing clients she does not know how to keep.

I wrote it for the new business owner who is just starting out and wants to build something right from the very beginning.

And I wrote it for the experienced professional who knows something is missing but cannot quite name what it is.

This book is what the casino taught me.

Translated into real life.

For real people.

Building real businesses.

One appointment at a time.

Let's get started.

With love, Mary Marroquin. Lash Artist. Salon Owner. Educator. Author.

Urban Blend. Tanning, Lashes & More
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Before you can serve anyone else well, you have to get your own house in order.

There is a conversation nobody has with you when you start a service-based business.

Not your training program.

Not your business license.

Not the lease on your suite or the setup of your booking system.

Nobody sits you down and says:

Before you serve a single client:

you need to understand yourself.

Because the service starts with you.

How you show up.

How you think.

How you manage your energy, your appearance, your opinions, and your expectations.

All of it matters.

And it matters before the first client ever walks through your door.

That is what this section is about.

Not technique.

Not policy.

Not pricing.

Mindset.

Because the most beautifully designed salon in the world cannot compensate for a service provider who has not done the inner work.
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The lesson: Before you say a single word, they have already formed an opinion.

In the casino nobody had to think about what to wear.

Clock in. Go to your department. Grab your uniform. Hit the floor.

Every department had its own look. Clean. Pressed.

Consistent. Professional.

The casino made that decision FOR you because they understood something fundamental about first impressions.

Before you open your mouth, your appearance is already talking.

It is telling every single guest who walks through that door whether they can trust you. Whether you take your job seriously. Whether this establishment has standards worth respecting.

And the uniform did something else that most people never think about.

It removed the variable.

It did not matter if you were having the worst week of your life. It did not matter if your marriage was struggling or your teenager was giving you grief or you had not slept properly in three days.

You put on that uniform and you stepped onto that floor looking like a professional.

Every single time.

Small business is a completely different story.

Nobody is handing you a uniform. Nobody is telling you what to wear. Nobody is checking your appearance before you hit the floor.

It is just you. Making decisions every single morning about how you are going to show up.

And here is the truth that nobody in the small business world wants to say out loud:

Your clients are noticing.

I know. It should be a judge free
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