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Chuck B     : The Mother of All Customer Service  
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The Mother of All Customer Service  
Share  
Yesterday at 10:53am  
Four years ago we purchased an expensive prelit Christmas Tree from one of those places 
that opens up in a warehouse for a couple of months before Christmas, stays open until it 
sells whatever it has left after Christmas and then disappears for nine months until it 
repeats the process.  
 
During the Christmas Season this year, the lights on one of the rows of branches went 
off. We tried replacing fuses and other various techniques, but to no avail. Our records 
indicated that the tree was manufactured by a company in the Chicago area. 
 
I emailed the company, Neuman Tree Company, for advise on how to fix this problem. 
They suggested I call and provided an 800 number. I called after hours thinking I would 
leave a message suggesting times I would be available and to schedule a time to set up 
the call. One of the principals of the company (Carolyn Neuman) answered the phone and 
proceeded to suggest several ways I could resolve my problem.  
 
She also recommended a light testing device that would be helpful. Unfortunately, none 
of these techniques resolved the problem. When I went out to purchase the lighting 
testing device, I found that the stores I visited had already returned this item to their 
warehouses as seasonal items. Neuman Tree followed up with an email asking if my 
problem had been resolved.  
 
When I mentioned that I had not been able to find the tester and was looking for it on 
line, the company offered to send me the device provided that I would send it a check for 
the cost of the device. All it had was my promise that I would pay for the device after I 
received it.  
 
However, even after using the device, I was unable to locate and replace the problem 
bulbs. I sent a memo to the company thanking them for all their assistance but telling 
them that I could not get the lights back on and would probably purchase another tree. 
Within two minutes of sending that email, I received a call from Carolyn Neuman at 7:15 
pm who proceeded to spend 40 minutes detailing to me a final procedure that would 
resolve the problem.  
 

She stayed with me until she was sure that I knew how to proceed. This time I was 
successful as the lights on that row of branches came back on. Consider -- I purchased 
the tree at retail -- she sells to wholesalers who sell to retail. Consider that the warranty 
on the lighting had expired in November (4 years after we purchased the tree). Other 



than protecting the reputation of her product and building good will, she had no reason to 
work so long and hard to help me.  
 
In this age of contracted customer service to foreign nationals who get paid based on 
how QUICKLY they get you off the phone IF YOU CAN EVEN REACH THEM AFTER 
WORKING THROUGH THE PHONE MAZE, here is company run by folks who are so proud 
of their product and care about the enjoyment that customers get from their products 
that they would go so far above and beyond to satisfy a customer.  
 
When I shared the success with Carolyn, I mentioned that I was in the market for a 
storage bag for the tree. She told me she could refer me to folks who could sell me the 
storage container, but she mentioned that in the Dallas area was a store dedicated to 
Christmas items called DECORATORS WAREHOUSE. There is one close by in Plano, but 
she recommended the larger store in Arlington because of its fabulous TEA ROOM.  
 
Pat and I drove over there yesterday and had lunch in the TEA ROOM. It was fabulous. 
The food was on par with what you might received at a better BED N BOARD. And the 
store was even better. We purchased a bunch of quality stuff at very reduced prices and 
had wonderful time.  
 
My point is that if you are ever in the market for a quality prelit tree, look for a NEUMAN 
TREE and buy it a DECORATORS WAREHOUSE and enjoy lunch at the TEA ROOM, but 
make sure you have a reservation or you might not get in. It is just so wonderful to be 
treated like you are the most important customer that a company or store ever had and 
so unexpected.  
Updated 23 hours ago · Report Note  
 

Ronald M         likes this.  
Ronald M       
They didn't outsource their customer support to India (what's a christmas tree?) where 
someone reads a scripted scenario...gotta love US companies that keep things in house. I 
have had they same experiences. Thanks for the post and you should send Carolyn's 
manager an email with a copy of this post.  
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Terri W  
That is some story. It's almost unbelievable at the lengths Ms. Neuman went to! I've 
never been to the Decorators' Warehouse, but will certainly try to get there during the 
next Christmas season! Thanks for sharing that info, Chuck!  
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