Catching & Keeping Customers
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Custorrier service 13 often agoll
percegllon ratner triain reality

Cusiorners are “ouUying” good feelings or
solutions 1o problems

When customer service fails it impacts
upon your revenue and image
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£otypleal ousiness neers frorn only 4% of Jts
cissatisflied cliznts
The girier 9% |

£otyoleal unnawpy custorner will tell eignt to
| people tnelr proslern. Ornig in flve will tzl]
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Wriy do we lose cusiorners?
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5% cezvyelog giner friendsnips
9% lzaive Tor cornpellllve reason
14% are unnappy with the “procuct” or z
partcular ¢ Wrwr
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o8 Uil pecalse of an attiuce of
inclifferenice frorririe owner, Manager of
some employze
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INultioly Clisriis « Fverage Sper

1000 £ §120 22 = $240,000 Existing
1100 23120 22 =3284,000 |lew cliznts
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£ spend
350,000 1o, of vislts
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rornoie (arnd price) In multiples

ffer arange at differernt price polnis
Add on services and products
“Sarnpling” vias Weoslte or prormotion

Jalue add ra't'r erthan discourt
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Staff groduct knowlecdge



Irnoer of vislis
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Crart
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VWho do custorners see”?
YWhat clo cusiorrners see?
VWhat clo cusiorners riear?
Flow tlo you rmeake thern fes
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Asr yourself...

re you rrissing opportunities for client
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Rearnernoear
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Feogle love 1o guy pul nate to oz sold
PeopP are often looring for aclvice ard
recornrmendation
\/\/ “ouy” frorn peogle wno understarid our
needs and warnis
Wetend to puy erngtionally ancd Justty witr)
logic

Froolerns are an opoorilnity to snire
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Tnearni You!
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