www.businessenhancements.com

Providing Direct Sales consultants tools designed to help them be successful.

For information about our products, as well as more great training, please visit our website.

Training 101 - Customer Service

When is the last time you
received a thank you note
from the consultant after

you placed an order? a

Customer service is one of the key ingredients in the mix of products and services we offer. High
quality customer service, in any situation, helps to create and maintain customer loyalty. Today,
customers are interested in both the products they are offered as well as the additional services
they receive. From the initial meeting, to the help they receive during the refund process, they are
nalyzing the entire interaction, and hoping that THIS ONE will be different.

Top ten things to
remember about good
Customer Service.

1. Always thank your customers.
Let them know how their purchase
has helped your business, and be
genuine.

2. Use their name when talking to
them. When you make it a point to
use their name, they will make it a
point to remember yours.

3. Keep your name infront of your
customers by staying in contact
with them on a regular basis. A
phone call or a hand written note is
always best.

4. Have a newsletter subscription
to let them know about upcoming
specials and events. Encourage
them to subscribe by letting them
know that you offer special sales to
newsletter subscribers only.

5. Have a positive self image by
eating right, taking care of your
health, and eliminating the nega-
tive self-talk and saying positive af-
firmations to yourself.

6. Always be dependable, if you say
your going to do it, then do it.

7. Remember that the customer
is always right, and when you are
wrong in your actions, they will tell
all they know.

8. Make it a point to get to know
your customer, find out about the
important things going on in their
life, and then make good notes
about them after the party, for fol-
low-up phone calls.

9. Find out what your customer
needs, and be a good listener.

10. Always treat them the way that
you would want to be treated. Abad
situation with an angry customer,
handled in the right way, can create
a lasting business relationship that
is built on trust and respect.

Usually we go to a party, place an order, wheth-
er big or small, and if we don’t schedule a party
of our own, we never hear from that consultant
WHY? Isn’t direct sales about selling di-
rectly to our customers? You don’t have a retail shop

again.

that they can browse, and placing an order online is
so impersonal, not to mention, some are very leery
about placing orders online. Direct contact with your
customers, as well as finding a way for them to re-
member you, is critical to building your business in
all aspects.

The first step to customer service, good

customer service, starts before you even leave your
house. It begins first thing in the morning, when
you are getting dressed, interacting with your fam-
ily, making those mental statements to yourself both
good and bad. If you don’t start your day on a posi-
tive note, how can you confidently and empatheti-
cally meet the needs of your customers?

When interacting with your customers,
you must to find out what there needs are, what sort
of products they are interested in. Perhaps they have
had a bad experience with another consultant within
your company. Perhaps this is the first time that they
have been introduced to your products, and they
don’t even know where to begin. Finding out what
your customer needs, is going to build that relation-
ship with them and increase customer loyalty. Say
you were going to pick out some carpet from a carpet
store, and the sales person came up to you and said,

“Hi, my name is Buddy. We have over 300 types of
carpet to choose from. I don’t know what you want,
and you probably don’t either, but I will be over in
the corner, and when you are ready to make your pur-
chase, I will help you.”

I’m sure you wouldn’t dream of being that
blatant with your customer, but, how close do you
come? When making that first contact with your cus-
tomer, usually in the party setting, be sure to always
use their name. Being personally acknowledged as
a customer, gives her confidence in herself, builds
credibility in you, as her consultant, and gives her
an extra incentive to remember YOUR name. Being

deliberate in building a relationship with your customer,
by finding out about important events in her life, and
making reminder notes about her after the party, gives
you a connection and something to talk about other than
business, when you contact her in the future.

You have heard the old saying in business, “Lo-
cation, Location, Location!” In direct sales, it’s “Thank
you, Thank you, Thank you!” You need to be thankful
to your customers, whether they just show up to sup-
port their friend or place a $100 order with you. Your
customer is the lifeline to the success of your business.
Without customers, you wouldn’t have a hostess, or a
new team member. Thanking your customers, genuinely,
for their order, will give them confidence in you. Most
women love to feel like they made a difference. Perhaps
saying, “Thank you, Donna for your order, I am so ex-
cited for you because I know you are just going to love
this widget! And I am especially thankful, because your
order is helping me earn....!”” ...a new car, a trip to Tahiti,
a new couch for my living room.... Let them know why
you are thankful and perhaps what is going on in your
business, will help them feel connected with you.

Make it a habit to contact your customers with-
in the first 5 days of meeting her. Again, thank her for
coming to the party, or placing her order. Ask if you can
add her to your e-mail newsletter list, and let her know
that you periodically send through special via e-mail.
Let her know that you will contact her once her items
have arrived to make sure they are what she wanted, and

Why do customers “Quit”?

3% Move Away

5% Develop friendships with other
consultants.

9% Leave for competitive reasons.

(They find it somewhere else.)
14% Are dissatisfied with the products.
68% Quit because of an attitude of
indifference toward the customer
by the owner, manager or
employee.
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find out if she has any questions. Remind her
of your services, and thank her again for her
order.

You may want to set up an e-mail
newsletter account with a company. www.
constantcontact.com is an online newsletter
company that has templates, and easy to use
tutorials. They also have statistics that you can
use to see how the newsletter is working for
you. Send out a monthly newsletter, and of-
fer special tips for your products. If you are
in cosmetics, maybe a new trend with product
application, if you are in home decor, perhaps
something to do with the latest color for your
home, if you are in kitchen, a great recipe.
Make it personal, let them know what is go-
ing on in your business, if you have new team
members, if you earned a trip... You may want
to have an online sale if you have a website, or
a special booking incentive. But most impor-
tantly, let them know that you appreciate their
loyalty to your business.

Perhaps, have a VIP club. These are
for customers that are repeat customers. This
will encourage customer loyalty, and increase
sales. Send a special e-mail announcing a spe-
cial sale for only them, again, thanking them
for their loyalty.

Remember, the customer is always
right! And they have a lot of friends that they
would love to tell if your service is bad. When
I was a consultant, I would hear story after
story of bad interactions between a customer
and a consultant. Unfortunately, these were
coming from the customers. [ would have
customers call me wanting to return a product,
but couldn’t remember, or locate the consultant
who sold them the item. ALWAYS be avail-
able to your customers. Let them know about
any warranties your company has, what your
return policy is, and then do everything in your
power to make them happy. A good motto
for customer service is UNDER-Promise and
OVER-deliver. Make this a part of your cus-
tomer service practices.

Finally, a simple rule to follow is to

Copyright © 2005 Business Enhancements, Inc. All Rights Reserved

treat them, the way you would want to be treat-
ed. Customers want to be related to. Many
times, when a situation does arise, they want to
be heard. Many times a good encounter with
a somewhat uptight customer will result in a
lifetime of loyalty. They will see that they can
trust you to take care of them. That you value
them as a person, and that you are a competent
and empathetic business person.

Suggested Resources available at our website
to help you with your Customer Service:

POSTCARDS:

128- Thank you - Customer

129- Thank you - Customer

130- Thank you, so much - General
328- Thank you - Customer (Jewelry)
329- Thank you - Customer (Jewelry)
330- Thank you - General

405- Thank you - Appreciation

STICKERS:

L1101- Thank You! - Pineapple

L1401- Thank You! - Pineapple

L4102- Call me anytime to place an order.
L4105- Thank you, so much!

Notes:




