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The Do's and Don'ts of an Effective Business Apology

Have you ever had to say you’re sorry?
Sometimes it’s difficult to even when you’re in the wrong. From apologizing to an employee you've overlooked to
a customer who didn't receive the experience you wish they'd had to a public relations snafu, the need for a
business apology is bound to happen.
The airwaves and internet are flooded with half-hearted apologies. With the ease of communication and public
access to a large platform, businesses are forced to apologize on a more regular basis because they're hearing
complaints in record numbers.
Before the internet, if you didn't like something a business did you could write a letter or make a phone call. That
complaint would be addressed by the complaint department or customer service on their schedule. 

My, how things have changed.
Today, you can take to social media and voice your complaint to thousands of people without contacting the
business involved.
In light of the changing times and the fact that sooner or later you’ll likely be called upon to apologize, it's essential
you understand what goes into an effective business apology. The words I'm sorry simply aren't enough.
Here's what you need to add to them:

The 6 Elements of an Effective Business Apology
In 2016, psychological scientists Roy Lewicki (The Ohio State University), Beth Polin (Eastern Kentucky
University), and Robert Lount Jr. (The Ohio State University) released findings on what made a convincing
apology.
Here's what they found that made the apologist seem more sincere:

1. Express regret

https://custersd.com/
https://www.psychologicalscience.org/news/minds-business/effective-apologies-include-six-elements.html
https://custersd.com/


1. Express regret
2. Explain what went wrong
3. Acknowledge responsibility
4. Declare regret and promise it won’t happen again
5. Offer repair
6. Request forgiveness

Express regret
The initial part of your apology should contain what you're sorry for.
Do:
Say something that covers the problem like:
I'm sorry your meal wasn't up to our usual standards or
I'm sorry you missed your flight because of our negligence.
Don't:
Shirk responsibility by putting it on them by saying:
I'm sorry you felt this way.

Explain What Went Wrong
Restate the problem as you see it.
Do:
State the problem:
On Thursday, April 4th, our computer system was hacked.
Don't:
Shirk responsibility by putting it on them by saying:
I'm sorry you felt this way.

Acknowledge Responsibility
Talk about how it happened.
Do:
We didn't expect the amount of web traffic for this online sale and our system wasn't prepared to handle it.
Don't:
Blame someone else, especially if it's a management problem like...
Too many employees called out sick that day.

Declare Regret and Promise It Won’t Happen Again
Say you're sorry and talk about how you will ensure this isn’t repeated in the future.
Do:
Going forward we will buy all of our produce at the local farmer’s market to ensure it’s fresh.
Don't:
Make empty promises or say things you don't plan on implementing, especially if they are extreme. You could
appear vindictive or crazy.
This is really unfortunate. We promise we will never do this again. In fact, we're going to fire the whole
department and every vendor we use. They never should have done this.

Offer Repair
State what you will give to them to make it right. This is not always a monetary reparation.
Do:
Because we take cybersecurity seriously, we are offering everyone affected free identity monitoring for two years.
Don't:
Minimize their feelings by offering something that doesn't fit the situation or making things overly complicated to
receive the reparation.
Because of our mistake, we are giving you one free flight--up to 1000 travel miles--but first, you have to answer a
500-question survey, prove you have a passport, and give us the name of your first pet.

Request Forgiveness



Request Forgiveness
Your business apology should always end with a call to action. In this case, your call to action should be that they
forgive you and hopefully, will give you a second chance to earn their business back.
Do:
Please forgive our customer service fail. We know we can do better. Please give us a second chance to win you
over again.
Don't:
Push the blame on someone else.
The employee who gave you the wrong answer has been terminated. Won't you come back now?
If you own a business, it's inevitable that at some point someone will become disenchanted with you, your service,
or a decision that you made. When that happens, if you're in the wrong, you'll need to issue an apology. While you
don't need to include all 6 of these components that go into creating an effective apology, researchers found that the
more of them you use, the more likely the customer is to accept the apology and do business with you in the future.
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Board Of Directors

Amy Bailey - President
John Stahl - Vice President
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Diane Dennis
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Miranda Boggs

Julie Jenniges - City Liaison
Mark Naugle - School Liaison
Lydia Austin- CSP Liaison
Leah Noem- BID Board Liaison

To have things added to Buffalo Bytes, please send to Amy: abrazell@custersd.com. Items need to be received by
Wednesdays at noon in order to be added to weekly Buffalo Bytes. Thank you!

MARK YOUR CALENDARMARK YOUR CALENDAR

February 16
Chamber Mixer at Custer Dental Studio

5pm-7pm

February 27-March 4
6th Annual Custer Restaurant Week

At participating restaurants throughout Custer

March 4

mailto:abrazell@custersd.com


March 4
18th Annual Custer Trade Show

Custer High School (1645 Wildcat Lane)
9am-3pm

March 16
Chamber Mixer at Lewis Realty

5pm-7pm
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Reserve you space NOW

MEMBER SPOTLIGHT

https://files.constantcontact.com/5db701af301/be6ea14a-ae5e-4548-8e9e-33e0c2741e4b.pdf?rdr=true


Nina Nielsen, the seamstress behind Sew What?, prides herself on being able to satisfy most
sewing needs. Nina’s talent is thinking outside-the-box to form a solution for whatever the
problem is. She works everyday jobs, to uncommon sewing projects, to the most bizarre asks.
Alterations are her specialty, but Nina has always enjoyed making things from scratch too.

Nina learned from her mother and had a natural knack for sewing. When Nina was a young adult
being a seamstress came in handy to make extra money. According to Nina, there is always
someone who needs help with tailoring.

Nina can follow patterns, copy pictures or even freehand ideas, so whatever you’re looking for,
just let her know. She is happy to work on regular jobs such as hemming jeans or repairing split
seams or patching holes. She can do more complicated work such as sewing fur and replacing
snaps on Western shirts. Altering prom dresses and bridal party dresses, replacing zippers,
shortening curtains, and making pillow covers are all common jobs for Nina. Nina can also help
you with custom work. She has made many dresses and costumes in her time.

To have your business featured in our Member Spotlight, please contact Amy Brazell at abrazell@custersd.com

mailto:abrazell@custersd.com


US Flag Pole Guy
JandJ Hospitality

Southern Hills Screen Printing
The Church at Custer

Quilted Buffalo
LJ's Recovery & Transport, LLC

AREA EVENTSAREA EVENTS















Reserve Your Seat

https://us02web.zoom.us/webinar/register/WN_9ulDVQPDSnu4_92-JWHXLQ
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Small Pieces Art Show Registration Form

https://files.constantcontact.com/5db701af301/bcbf162c-034a-4ebd-bd86-7a4ba6803bb0.pdf?rdr=true




NEWS FROM THE STATENEWS FROM THE STATE

10 Tourism Conference Takeaways

1. The tourism industry joined Governor Noem in recognizing nine individuals and entities for being amazing tourism
ambassadors. Bravo!

https://www.youtube.com/watch?v=fEVe3wmJ3Gc
https://sdvisit.com/tourism-awards


2. While we greatly missed having Jim with us, Wanda did an outstanding job of sharing our record-setting
numbers from 2022. Wow!

3. It's exciting to help Crazy Horse Memorial celebrate their 75th Anniversary year and it was fun kicking things off at the
conference. Congratulations!

4. Four fantastic general session speakers were inspiring, entertaining and motivating. Thank you to Shabnam, Clint,
Scott and Terry!

5. Industry advocacy is an important part of the tourism industry's future and the Visitor Industry Alliance is here to lead
the charge. Join today!

6. Travel South Dakota's brand new marketing plans for 2023 are almost ready to be rolled out. We can't wait!

7. Agritourism and Native Tourism continue to grow by leaps and bounds in South Dakota. Keep up the great work!

8. Many of the conference presentations, videos and other industry resources can be found on SDVisit.com. Check it
out!

9. WE NEED YOU to share your feedback about this year's conference so we can plan for 2024. Please do so by
February 21. Thank you!

10. Simply: TOURISM = A STRONGER SOUTH DAKOTA!

Conference Trivia: Do you know that many conference attendees don't even leave Pierre without making
lodging reservations for next year?

We hope to see you January 16-18, 2024!
And, it's not a bad idea to reserve lodging early.

https://www.youtube.com/watch?v=guuLSE1vNNE
https://sdvisit.com/research-reports/econ/2022-economic-impact-report
https://sdvisit.com/2023-governors-conference-tourism
https://www.youtube.com/watch?v=7opBJWdJlO0
https://sdvisit.com/sites/default/files/2023-02/Visitor-Industry-Alliance-membership-application.pdf
https://sdvisit.com/sites/default/files/2023-02/TC23-2023-Marketing-Plans_breakout_011923.pdf
https://sdvisit.com/sites/default/files/2023-02/TC23-Agritourism_breakout_011823.pdf
https://sdvisit.com/sites/default/files/2023-02/TC23-Native-Tourism_breakout_011823.pdf
https://sdvisit.com/2023-governors-conference-tourism
https://survey.alchemer.com/s3/7171893/2023-conference-evaluation
https://www.youtube.com/watch?v=LnXBmVD2BO0
https://sdvisit.com/governors-conference-tourism


Hello, Industry Friends!
In partnership with SDSU Extension, Travel South Dakota is eager to kick off the second class of AgritourismSD that will run
2023-2025. The program is intended for farmers and ranchers interested in adding an agritourism enterprise to their operations. 

AgritourismSD is a two-year, intensive program focused on providing the tools and skills needed to develop a successful
agritourism enterprise. Over 24 months, there will be eight, two-day, in-person workshops providing in-depth information to help
build a successful agritourism enterprise.

To see updates from AgritourismSD Class 1, check out the  Agritourism SD Facebook page.
Applications are due Friday, February 17, 2023, and the program will begin May 2023.

OVERVIEW »
LEARN MORE & APPLICATION »

If you have questions, please contact Industry Outreach & Development Representative and Agritourism Manager Jacey Ellsworth.

All our best,
Jim and Team
Jim Hagen
Secretary of Tourism

https://southdakotatourismindustry.cmail20.com/t/j-l-evdkjt-ddilhkhiuu-u/
https://southdakotatourismindustry.cmail20.com/t/j-l-evdkjt-ddilhkhiuu-o/
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https://southdakotatourismindustry.cmail20.com/t/j-l-evdkjt-ddilhkhiuu-n/
https://southdakotatourismindustry.cmail20.com/t/j-l-evdkjt-ddilhkhiuu-p/
mailto:jacey.ellsworth@travelsouthdakota.com?subject=AgritourismSD Applications
https://southdakotatourismindustry.cmail20.com/t/j-l-evdkjt-ddilhkhiuu-a/
https://southdakotatourismindustry.cmail20.com/t/j-l-evdkjt-ddilhkhiuu-f/


Greetings, Tourism Partners!
As we shared in previous emails, Governor Noem and the South Dakota Legislature are providing funding for another
DMO Marketing Assistance Program through the State and Local Fiscal Recovery Funds (SLFRF) as part of the
American Recovery Plan Act (ARPA).
 
Entities that may be eligible for funding under this grant program include convention and visitors bureaus, chambers of
commerce, and regional tourism associations. These entities are responsible for actively marketing their city or region
to visitors (also referred to throughout the toolkit and legal documents as Destination Marketing Organizations or
DMOs).
 
A few details to keep in mind as you consider applying:
 

Per ARPA regulations, these funds are intended to help reinvigorate and stimulate tourism within your city or
region. Therefore, these funds will be provided solely for the purpose of marketing. No other uses of the funds will
be approved.
 
The amount awarded must be in proportion to the harm or negative impact experienced in your city or region as
a result of the pandemic. More information about options for providing proof of harm can be found in the toolkit.
 
In order to apply for funding, your entity MUST be registered on SAM.gov. Please register your organization and
obtain a Unique Entity ID (formerly known as a DUNS number). This process can take up to two weeks so we
encourage you to begin this process now. To see if your entity has an active Unique Entity ID, visit
SAM.gov/search.
 
The deadline to submit applications is 5 p.m. Central Time, Friday, April 28, 2023. Other important deadlines are
provided in the toolkit.

 
If you have any questions after reading the toolkit, please don’t hesitate to reach out to Jacey Ellsworth or Calvin
Bloemendaal. Their contact information is located within the toolkit and on SDVisit.com.
 
All our best,
Jim Hagen
Secretary of Tourism

PRESS RELEASESPRESS RELEASES
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United Way of the Black Hills Wraps up its Campaign Season
 

FOR IMMEDIATE RELEASE  
Date: 2/3/2023

Contact: Kathy Cruse
Email: kathy@unitedwayblackhills.org  

Phone: (605) 343-5872

 
RAPID CITY – The United Way of the Black Hills has reached the end of its 2022 campaign season. With inflation
being a prominent consideration during this campaign season, United Way was pleased with how the Black Hills

stepped up in their generosity. “We didn’t quite make our ambitious goal, but we were remarkably close,” Kathy Cruse,
Interim Executive Director of United Way, said. “Taking into account inflation and other factors, I’m extremely grateful to

our generous community.” The final breakdown of the campaign is below:
 

·    Overall        86.35% of goal  Remaining to Meet Goal $290,275
 

·    Rapid City      86.16% of goal Remaining $249,128
 

·    Northern Hills   97.88% of goal Remaining $2,963
 

·    Sturgis        82.84% of goal Remaining $16,643
 

·    Southern Hills   76.07% of goal  Remaining $21,541
 

           Every dollar received by the United Way of the Black Hills stays local. Cruse explained, “The money raised from
our campaign is given out in grants to programs in the Black Hills that are having a positive impact on education,

financial stability and health for our community members. Last year, 45 local programs were helped with these funds.”
           

 
Even though the campaign season has come to a close, individuals and businesses who are looking to make a

difference through the United Way of the Black Hills can still make contributions. Making gifts to United Way is simple
and secure via unitedwayblackhills.org or by mailing gifts to the Rapid City address: 621 6th Street, Ste 100, Rapid City,

SD 57701. Gifts can also be dropped off in person or over the phone. 
 
 

About United Way of the Black Hills 
United Way of the Black Hills unites people and resources to improve lives in the Black Hills by delivering measurable

long-term solutions to community issues in education, financial stability, and health. We collaborate with more than 100
nonprofit organizations and programs that serve the greatest needs in our community. UWBH serves the areas of Rapid
City, Sturgis, Northern Hills (Belle Fourche, Deadwood/Lead and Spearfish) and the Southern Hills (Custer, Edgemont,

Hill City, Hot Springs and Keystone). 
 

mailto:kathy@unitedwayblackhills.org


 

Custer Senior Center
February Schedule

Click here to Check out the Custer School
District Calendar for upcoming school
events! 
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Museum Director

Custer County Historical Society is seeking an
Executive Director to help shape the museum’s future
& increase the organization's value to the community.
The purpose of the 1881 Courthouse Museum is to
collect, preserve, exhibit, research and publish material
for the study of history in Custer County and the



for the study of history in Custer County and the
adjacent Black Hills area. Working closely with the
Board of Directors, the Museum Director oversees all
aspects of the 1881 Museum’s day to day operation.
The Museum is open to the public from May through
September. Year-round position with reduced hours
during the off-season.

For full job description
email 1881courthousemuseum@gwtc.net. EOE
605.673.2443

Trail Crew Intern Positions

For those interested or know others that might be
interested, please see the attached vacancy announcement
for Trail Crew Intern positions on the Black Hills National
Forest.

Trail Crew Position

Be sure to check out the Help Wanted section on our Website:

Our Address:
615 Washington Street

Custer, SD 57730

Phone Numbers:
605-673-2244
800-992-9818

Send Us An Email

Connect With Us

           

Visit our website
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