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IMAGINE THAT You JusT RecelveD A MessaGe FRoM AN UpsSeT CusSTOMER. SHE GOT A GEL MANICURE YESTERDAY THAT
HAS STARTED TO PEEL PREMATURELY, AND SHE’S EXPRESSING FRUSTRATION AND DISAPPOINTMENT. AS A SALON PROFESSIONAL
OR MANAGER, ADDRESSING SUCH CONCERNS PROMPTLY AND EFFECTIVELY IS CRUCIAL TO MAINTAINING CUSTOMER TRUST,
PROTECTING YOUR REPUTATION, AND ENSURING REPEAT BUSINESS. IN THIS ARTICLE, WE WILL EXPLORE HOW TO HANDLE SUCH
SITUATIONS WITH EMPATHY, PROFESSIONALISM, AND THE RIGHT KNOWLEDGE, ALONG WITH TIPS TO PREVENT SIMILAR ISSUES IN
THE FUTURE.

UNDERSTANDING CoMMON CAUSES oF PREMATURE GEL MANICURE PEELING

BEFORE DIVING INTO HOW TO RESPOND TO AN UPSET CUSTOMER, IT’S IMPORTANT TO UNDERSTAND WHY GEL MANICURES
SOMETIMES PEEL OR LIFT PREMATURELY.

1. POor SURFACE PREPARATION

THE FOUNDATION OF A LONG-LASTING GEL MANICURE IS PROPER NAIL PREPARATION. FAILING TO CLEAN, BUFF, AND DEHYDRATE
THE NAILS CAN LEAD TO POOR ADHESION.

2. INCORRECT APPLICATION TECHNIQUE

APPLYING THICK COATS, NOT CURING EACH LAYER SUFFICIENTLY, OR SKIPPING THE PROPER SEALING STEP CAN CAUSE LIFTING
AND PEELING.

3. Low-QUALITY GEL PRODUCTS

USING SUBPAR OR EXPIRED GEL POLISHES CAN COMPROMISE ADHESION AND DURABILITY.

4. ENVIRONMENTAL FACTORS

EXPOSURE TO EXCESSIVE WATER, HEAT, OR CHEMICALS SOON AFTER THE MANICURE CAN \WEAKEN THE BOND.

5. CusToMER’s NAIL HEALTH AND LIFESTYLE

NAILS THAT ARE BRITTLE, DAMAGED, OR AFFECTED BY HEALTH CONDITIONS MAY NOT HOLD GEL WELL. ADDITIONALLY,
ACTIVITIES LIKE FREQUENT HAND W ASHING OR EXPOSURE TO HARSH CLEANING AGENTS CAN IMPACT LONGEVITY.

How To RespoND To AN UPSeT CUSTOMER: STEP-BY-STEP GUIDE

W/HEN A CUSTOMER REACHES OUT WITH DISSATISFACTION, YOUR RESPONSE CAN MAKE A SIGNIFICANT DIFFERENCE. Here’s A
STRUCTURED APPROACH TO HANDLING SUCH SITUATIONS.



1. ACKNOWLEDGE AND EMPATHIZE
BEGIN BY RECOGNIZING HER FEELINGS AND SHOWING UNDERSTANDING.
ExAMPLE:

“THANK YOU FOR REACHING OUT. I’M SORRY TO HEAR THAT YOUR GEL MANICURE DIDN’T MEET YOUR EXPECTATIONS. |
UNDERSTAND HOW DISAPPOINTING IT CAN BE WHEN A SERVICE DOESN’T LAST AS LONG AS EXPECTED.”

2. GATHER DETAILS

ASK SPECIFIC QUESTIONS TO UNDERSTAND WHAT WENT WRONG.
- \W/HEN DID THE PEELING OR LIFTING START?

- W/ AS THERE ANY DISCOMFORT OR PAINP

- HAVE YOU FOLLOWED THE AFTERCARE INSTRUCTIONS PROVIDED?
- WERE THERE ANY ACTIVITIES OR EXPOSURES THAT MIGHT HAVE AFFECTED THE MANICURE?

3. OFFER A SOLUTION

BASED ON THE INFORMATION, PROPOSE AN APPROPRIATE REMEDY.

- COMPLIMENTARY Fix: REAPPLICATION OR REMOVAL AND REPLACEMENT OF THE GEL.
- REFUND OR DISCOUNT: IF THE ISSUE IS SIGNIFICANT OR RECURRENT.
- PROFESSIONAL ADVICE: TIPS ON HOW TO CARE FOR HER NAILS TO EXTEND THE LIFE OF FUTURE MANICURES.

4. EDUCATE FOR FUTURE PREVENTION

PROVIDE HELPFUL ADVICE ON HOW SHE CAN MAXIMIZE HER GEL MANICURE’S LIFESPAN AND PREVENT PEELING.

EFFecTIVE COMMUNICATION TIPS FOR HANDLING CusTOMER COMPLAINTS

- MAINTAIN A CALM AND PROFESSIONAL TONE, EVEN IF THE CUSTOMER IS UPSET.
- LISTEN ACTIVELY AND AVOID INTERRUPTING.

- APOLOGIZE SINCERELY FOR THE INCONVENIENCE, REGARDLESS OF FAULT.

- OFFER CLEAR, HONEST EXPLANATIONS ABOUT POTENTIAL CAUSES.

- FOLLOW UP TO ENSURE SATISFACTION AFTER RESOLVING THE ISSUE.

PREVENTING PREMATURE PEELING OF GEL MANICURES

PREVENTION IS ALWAYS BETTER THAN CURE. HERE ARE ESSENTIAL TIPS TO ENSURE YOUR CLIENTS ENJOY LONGER-LASTING GEL
MANICURES.

1. PROPER NAIL PREPARATION

- CLEANSE NAILS THOROUGHLY WITH A NON-ACETONE CLEANSER.

- BUFF THE NAIL SURFACE GENTLY TO REMOVE SHINE.

- DEHYDRATE NAILS WITH A PRIMER OR ISOPROPYL ALCOHOL TO REMOVE OILS.
- PUSH BACK CUTICLES AND REMOVE ANY DEBRIS.



2. CORRECT APPLICATION TECHNIQUE

- USE THIN, EVEN COATS OF GEL POLISH.
- CURE EACH LAYER UNDER THE UV or LED LAMP FOR THE RECOMMENDED TIME.
- SEAL THE FREE EDGE WITH A TOP COAT TO PREVENT LIFTING.

3. Use HigH-QUALITY PrRODUCTS

- INVEST IN REPUTABLE GEL BRANDS KNOWN FOR DURABILITY.
- REGULARLY CHECK PRODUCT EXPIRY DATES.

4. EDUCATE CLIENTS ON AFTERCARE

- ADVISE CLIENTS TO AVOID PROLONGED EXPOSURE TO WATER.
- RECOMMEND WEARING GLOVES WHEN DOING HOUSEHOLD CHORES.
- SUGGEST APPLYING CUTICLE OIL REGULARLY TO KEEP NAILS HEALTHY.

5. ScHEDULE REGULAR MAINTENANCE

- ENCOURAGE CLIENTS TO COME BACK FOR FILLS OR REAPPLICATIONS EVERY 2-3 WEEKS.
- ADDRESS ANY EARLY SIGNS OF LIFTING PROMPTLY.

HANDLING SPecIFiIc CUSTOMER SCENARIOS

DIFFERENT SITUATIONS MAY REQUIRE TAILORED RESPONSES.

1. PeeLING DUE TO W ATER EXPOSURE

RESPONSE:
“NW ATER EXPOSURE CAN WEAKEN THE GEL BOND. | RECOMMEND AVOIDING EXCESSIVE WATER CONTACT AND WEARING GLOVES
DURING CHORES. FOR NOW/, I’D BE HAPPY TO REDO YOUR MANICURE AT NO CHARGE.”

2. LIFTING CAUSED BY NAIL DAMAGE OR HEALTH ISSUES

RESPONSE:
“SOME NAIL CONDITIONS CAN AFFECT GEL ADHESION. | SUGGEST CONSULTING WITH A DERMATOLOGIST IF YOU NOTICE ONGOING
NAIL HEALTH ISSUES. WE CAN ALSO DISCUSS SUITABLE TREATMENTS TO IMPROVE NAIL STRENGTH.”

3. CUSTOMER’S RECURRENT |SSUES

RESPONSE:
“IF YOUR GEL MANICURES ARE CONSISTENTLY LIFTING EARLY, WE MAY NEED TO REVIEW YOUR APPLICATION PROCESS OR
PRODUCTS USED. |’D LOVE TO OFFER YOU A COMPLIMENTARY SESSION TO ENSURE OPTIMAL RESULTS.”

CoNcLUSION: BUILDING TRUST AND LOYALTY

ADDRESSING AN UNHAPPY CUSTOMER’S CONCERNS ABOUT A GEL MANICURE REQUIRES EMPATHY, CLEAR COMMUNICATION, AND A
PROACTIVE APPROACH. BY UNDERSTANDING THE COMMON CAUSES OF PEELING, OFFERING EFFECTIVE SOLUTIONS, AND EDUCATING



CLIENTS ON PROPER AFTERCARE, YOU CAN TURN A NEGATIVE EXPERIENCE INTO AN OPPORTUNITY TO DEMONSTRATE
PROFESSIONALISM AND CARE. THIS NOT ONLY RESOLVES THE IMMEDIATE ISSUE BUT ALSO BUILDS TRUST, ENCOURAGING CLIENTS
TO RETURN AND RECOMMEND YOUR SERVICES.

REMEMBER, EVERY COMPLAINT IS AN OPPORTUNITY TO IMPROVE YOUR SKILLS AND CUSTOMER SERVICE. WITH THE RIGHT
RESPONSE, YOU CAN TRANSFORM AN UPSET CUSTOMER INTO A LOYAL ADVOCATE FOR YOUR SALON.

FREQUENTLY ASkeD QUESTIONS

How SHOULD | RESPOND PROFESSIONALLY TO AN UPSET CUSTOMER WHO IS UNHAPPY
WITH HER GEL MANICURE?

RESPOND PROMPTLY AND EMPATHETICALLY, ACKNOWLEDGE HER CONCERNS, APOLOGIZE SINCERELY, AND OFFER A SOLUTION SUCH
AS A REDO OR REFUND TO RESOLVE THE ISSUE.

W/HAT ARE COMMON REASONS CUSTOMERS MIGHT BE UPSET AFTER A GEL MANICURE?

COMMON REASONS INCLUDE ALLERGIC REACTIONS, CHIPPING OR PEELING SOONER THAN EXPECTED, PAIN DURING THE PROCEDURE,
OR DISSATISFACTION WITH THE RESULT.

How CAN | PREVENT NEGATIVE REVIEWS FROM UPSET CUSTOMERS AFTER A GEL
MANICURE?

ENSURE PROPER TECHNIQUE, USE QUALITY PRODUCTS, COMMUNICATE CLEARLY ABOUT AFTERCARE, AND ADDRESS ANY
CONCERNS IMMEDIATELY TO SHOW YOU VALUE CUSTOMER SATISFACTION.

\W/HAT SHOULD | INCLUDE IN MY RESPONSE TO AN UPSET CUSTOMER REGARDING HER GEL
MANICURE?

INCLUDE AN APOLOGY FOR HER EXPERIENCE, EXPRESS UNDERSTANDING, ASK FOR MORE DETAILS IF NEEDED, AND SUGGEST A
RESOLUTION SUCH AS A FREE REDO OR REFUND.

How CAN | TURN AN UPSET CUSTOMER'S EXPERIENCE INTO A POSITIVE ONE?

LISTEN CAREFULLY TO HER CONCERNS, VALIDATE HER FEELINGS, OFFER A PROMPT REMEDY, AND FOLLOW UP TO ENSURE SHE FEELS
VALUED AND SATISFIED.

\WHAT ARE EFFECTIVE WAYS TO HANDLE COMPLAINTS ABOUT GEL MANICURES ON
SOCIAL MEDIA?

RESPOND PUBLICLY WITH PROFESSIONALISM, APOLOGIZE FOR THE INCONVENIENCE, OFFER TO RESOLVE THE ISSUE PRIVATELY, AND
INVITE HER TO CONTACT YOU DIRECTLY FOR A SOLUTION.

SHOULD | OFFER A REFUND OR FREE SERVICE IF A CUSTOMER IS UNHAPPY WITH HER GEL
MANICURE?

YES, OFFERING A REFUND OR FREE REDO DEMONSTRATES YOUR COMMITMENT TO CUSTOMER SATISFACTION AND CAN HELP RETAIN
HER AS A CLIENT.



How IMPORTANT IS IT TO FOLLOW UP WITH A CUSTOMER AFTER RESOLVING HER
COMPLAINT?

VERY IMPORTANT—FOLLOWING UP SHOWS YOU CARE ABOUT HER SATISFACTION AND CAN HELP REBUILD TRUST AND LOYALTY.

\WHAT STEPS CAN | TAKE TO IMPROVE MY GEL MANICURE SERVICES BASED ON CUSTOMER
FEEDBACK?

COLLECT FEEDBACK REGULARLY, IDENTIFY COMMON ISSUES, TRAIN STAFF ON BEST PRACTICES, AND UPDATE PRODUCTS OR
TECHNIQUES ACCORDINGLY.

How CAN | REDUCE THE LIKELIHOOD OF COMPLAINTS ABOUT GEL MANICURES IN THE
FUTURE?

MAINTAIN HIGH STANDARDS OF HYGIENE, USE QUALITY PRODUCTS, PROVIDE CLEAR AFTERCARE INSTRUCTIONS, AND
COMMUNICATE OPENLY WITH CLIENTS ABOUT THEIR EXPECTATIONS.

ADDITIONAL RESOURCES

IMAGINE THAT You JusT RecelveD A MessSAGE FRoM AN UpseT CUsSTOMER. SHE GoT A GEL MANICURE YESTERDAY THAT

RECEIVING A MESSAGE FROM AN UPSET CUSTOMER CAN BE A CHALLENGING BUT VALUABLE OPPORTUNITY TO IMPROVE YOUR
BUSINESS AND CUSTOMER SERVICE. IN THIS SCENARIO, THE CUSTOMER HAS EXPRESSED DISSATISFACTION AFTER GETTING A GEL
MANICURE YESTERDAY, WHICH INDICATES POTENTIAL ISSUES WITH THE QUALITY, SERVICE, OR COMMUNICATION. AS A SALON OR
NAIL TECHNICIAN, UNDERSTANDING THE ROOT CAUSES OF SUCH COMPLAINTS, ADDRESSING THEM PROFESSIONALLY, AND
IMPLEMENTING CORRECTIVE MEASURES ARE ESSENTIAL TO MAINTAIN YOUR REPUTATION AND ENSURE CUSTOMER SATISFACTION.
THIS COMPREHENSIVE REVIEW -ORIENTED ARTICLE WILL EXPLORE THE COMMON REASONS BEHIND GEL MANICURE COMPLAINTS, HOW
TO RESPOND EFFECTIVELY, AND STRATEGIES TO PREVENT SIMILAR ISSUES IN THE FUTURE.

UNDERSTANDING THE CoMMON CAUSES oF CUSTOMER DISSATISFACTION
wITH GEL MANICURES

BEFORE DIVING INTO RESPONSES AND SOLUTIONS, IT’S VITAL TO UNDERSTAND WHAT TYPICALLY CAUSES CUSTOMERS TO
BECOME UPSET AFTER A GEL MANICURE. THE REASONS CAN BE VARIED AND SOMETIMES INTERCONNECTED.

1. CHIPPING OR PEELING OF GEL PoLISH

ONE OF THE MOST COMMON COMPLAINTS IS THAT THE GEL POLISH CHIPPED OR PEELED SOONER THAN EXPECTED. |DEALLY, GEL
MANICURES SHOULD LAST 10-14 DAYS WITHOUT CHIPPING IF APPLIED CORRECTLY.

PossisLE CAUSES:

- IMPROPER SURFACE PREPARATION (NOT CLEANING OR BUFFING NAILS SUFFICIENTLY)
- APPLYING THICK COATS OR SKIPPING THE CURING STEP

- USING LOW-QUALITY GEL PRODUCTS

- EXPOSURE TO WATER, HEAT, OR HARSH CHEMICALS SHORTLY AFTER APPLICATION

IMPACT oN CUSTOMER SATISFACTION:
- FRUSTRATION OVER PREMATURE CHIPPING



- PERCEPTION OF POOR QUALITY OR LACK OF DURABILITY

2. ALLERGIC REACTIONS OR SKIN IRRITATION

SOME CLIENTS MAY DEVELOP REDNESS, ITCHING, OR IRRITATION AROUND THE NAILS OR CUTICLE AREA FOLLOWING A GEL
MANICURE.

PossieLE CAUSES:

- ALLERGIC REACTIONS TO CERTAIN CHEMICALS LIKE METHACRYLATE COMPOUNDS
- SENSITIVITY TO REMOVAL PRODUCTS OR PRIMERS

- POOR HYGIENE OR CONTAMINATION DURING APPLICATION

IMPACT oN CUSTOMER SATISFACTION:
- CONCERN OVER HEALTH AND SAFETY
- HESITATION TO RETURN FOR FUTURE SERVICES

3. DAMAGE To NATURAL NAILS

CLIENTS OFTEN COMPLAIN IF THEIR NATURAL NAILS BECOME THIN, BRITTLE, OR PEEL AFTER A GEL MANICURE.

PossieLE CAUSES:

- OVER-BUFFING OR AGGRESSIVE FILING

- USING IMPROPER REMOVAL TECHNIQUES (E.G., PEELING OR FORCIBLY REMOVING GEL)
- EXCESSIVE USE OF HARSH ACETONE OR REMOVAL PRODUCTS

IMPACT oN CUSTOMER SATISFACTION:
- FEAR OF LONG-TERM NAIL DAMAGE
- LOSS OF CONFIDENCE IN THE TECHNICIAN’S SKILL

4. UNEVEN APPLICATION OR BUBBLES

AESTHETIC ISSUES SUCH AS UNEVEN COVERAGE, BUBBLES, OR LUMPY SURFACES CAN DETRACT FROM THE OVERALL APPEARANCE.

PossieLE CAUSES:

- POOR TECHNIQUE DURING APPLICATION

- NOT REMOVING EXCESS GEL BEFORE CURING

- USING EXPIRED OR CONTAMINATED GEL PRODUCTS

IMPACT oN CUSTOMER SATISFACTION:
- DISSATISFACTION WITH THE APPEARANCE
- REDUCED TRUST IN THE TECHNICIAN’S EXPERTISE

5. LoNg WAIT TiMES or Poor CUSTOMER SERVICE

SOMETIMES, DISSATISFACTION STEMS FROM EXPERIENCE RATHER THAN THE QUALITY OF THE PRODUCT ITSELF.

PossieLE CAUSES:

- DELAYS DURING APPOINTMENT

- RUSHING THE APPLICATION PROCESS

- LACK OF COMMUNICATION OR ATTENTIVENESS



IMPACT oN CUSTOMER SATISFACTION:
- FEELING UNDERV ALUED
- NEGATIVE PERCEPTION OF THE SALON ENVIRONMENT

How To ResPoND EFFECTIVELY TO AN UPSeET CUSTOMER

W/HEN A CUSTOMER REACHES OUT WITH COMPLAINTS, THE WAY YOU RESPOND CAN TURN A NEGATIVE EXPERIENCE INTO AN
OPPORTUNITY FOR REDEMPTION. HERE’S A STEP-BY-STEP APPROACH:

1. ACKNOWLEDGE AND EMPATHIZE

START BY EXPRESSING UNDERSTANDING AND CONCERN. A SIMPLE ACKNOWLEDGMENT CAN DIFFUSE FRUSTRATION.

> “THANK YOU FOR REACHING OUT AND SHARING YOUR EXPERIENCE. | SINCERELY APOLOGIZE THAT YOUR GEL MANICURE DID NOT
MEET YOUR EXPECTATIONS.”

2. GATHER DETAILS

ASK FOR SPECIFIC INFORMATION TO UNDERSTAND THE ISSUE BETTER.

> "CoULD YOU PLEASE TELL ME MORE ABOUT WHAT HAPPENED? FOR EXAMPLE, WHEN DID THE CHIPPING OR IRRITATION OCCUR,
AND WHAT SYMPTOMS ARE YOU EXPERIENCING?”

3. OFFER A SOLUTION

DEPENDING ON THE ISSUE, PROPOSE APPROPRIATE REMEDIES:
- FOR CHIPPING OR PEELING: OFFER A FREE REPAIR OR REAPPLICATION.
- FOR SKIN IRRITATION: RECOMMEND A CONSULTATION OR SUGGEST SOOTHING TREATMENTS.

- FOR NAIL DAMAGE: SUGGEST A NAIL HEALTH TREATMENT OR REMOVAL.

> | WOULD BE HAPPY TO SCHEDULE A TIME FOR YOU TO COME IN AND HAVE THE MANICURE CORRECTED AT NO COST.”

4. FoLLow Up AND FoLLOW THROUGH

ENSURE THAT THE CUSTOMER’S CONCERNS ARE ADDRESSED PROMPTLY AND PROFESSIONALLY.

" .II
> "PLEASE LET ME KNOW A CONVENIENT TIME FOR YOU, AND | WILL PRIORITIZE YOUR APPOINTMENT

5. RerFLECT AND IMPROVE

USE CUSTOMER FEEDBACK AS A CATALYST FOR IMPROVING YOUR SERVICES:

- REVIEW APPLICATION TECHNIQUES



- CHECK PRODUCT QUALITY
- ENHANCE HYGIENE PROTOCOLS
- TRAIN STAFF ON CUSTOMER COMMUNICATION

STRATEGIES TO PREVENT FUTURE DISSATISFACTION

PREVENTION IS ALWAYS BETTER THAN CURE. IMPLEMENTING PROACTIVE MEASURES CAN REDUCE COMPLAINTS AND BOOST
CUSTOMER LOYALTY.

1. EDucATE CLIENTS

- EXPLAIN THE IMPORTANCE OF AFTERCARE (E.G., AVOIDING WATER EXPOSURE, HARSH CHEMICALS)
- SET REALISTIC EXPECTATIONS ABOUT HOW LONG THE GEL WILL LAST
- PROVIDE TIPS ON MAINTAINING THE MANICURE’S APPEARANCE

2. Use HIGH-QUALITY PrRODUCTS

INVEST IN REPUTABLE GEL BRANDS THAT OFFER DURABILITY AND SAFETY. HIGH-QUALITY PRODUCTS REDUCE THE RISK OF
CHIPPING, PEELING, OR ALLERGIC REACTIONS.

3. PrRoPER TECHNIQUE AND HYGIENE

- FoLLOW STRICT STERILIZATION PROCEDURES
- ENSURE THOROUGH SURFACE PREPARATION (CLEANING, BUFFING)
- APPLY GEL IN THIN, EVEN COATS AND CURE ADEQUATELY

4. STAFF TRAINING AND CERTIFICATION

KEEP YOUR TEAM UPDATED WITH THE LATEST TECHNIQUES AND SAFETY STANDARDS THROUGH ONGOING EDUCATION.

5. CLear COMMUNICATION

- Discuss THe PROCESS, EXPECTED OUTCOMES, AND AFTERCARE WITH CLIENTS
- CLEARLY EXPLAIN ANY LIMITATIONS OR RISKS

6. PosT-Service FoLLow-Up

SEND A FRIENDLY MESSAGE OR CALL AFTER THE APPOINTMENT TO CHECK ON THE CLIENT’S SATISFACTION AND ADDRESS ANY
CONCERNS EARLY.



CoNcCLUSION

AN UPSET CUSTOMER MESSAGE REGARDING A GEL MANICURE PROVIDES AN INVALUABLE INSIGHT INTO POTENTIAL SERVICE GAPS
AND PRODUCT ISSUES. BY UNDERSTANDING COMMON CAUSES OF DISSATISFACTION—SUCH AS CHIPPING, ALLERGIC REACTIONS
NAIL DAMAGE, OR AESTHETIC FLAWS—AND RESPONDING WITH EMPATHY AND PROFESSIONALISM, YOU CAN TURN A NEGATIVE
EXPERIENCE INTO A TRUST-BUILDING OPPORTUNITY. MOREOVER, IMPLEMENTING PREVENTIVE STRATEGIES LIKE HIGH-QUALITY
PRODUCTS, PROPER TECHNIQUES, CLIENT EDUCATION, AND STAFF TRAINING CAN SIGNIFICANTLY REDUCE THE LIKELIHOOD OF
COMPLAINTS. ULTIMATELY, PRIORITIZING OPEN COMMUNICATION, QUALITY SERVICE, AND CONTINUOUS IMPROVEMENT WILL
FOSTER CUSTOMER LOYALTY AND ELEVATE YOUR SALON’S REPUTATION IN A COMPETITIVE MARKET. REMEMBER, EVERY
COMPLAINT IS A CHANCE TO DEMONSTRATE YOUR COMMITMENT TO EXCELLENCE AND TO REFINE YOUR CRAFT.
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