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through
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stratgies
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What are

we
talking
about

1.Define your ideal client
2.Define the Transformation
3.Leverage The Cultivation
_oop

4.Provide World Class
Customer Service
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Determine
your ideal
client

If you are ideal client is everyone, you
are not targeting anyone



¥

EXSIN

1.Dig Deep

2.0ne for each product
line

3.Give them a name

4. Define their goals

5.Understand their pain
and challenges

6.Update regularly




CULTIVATION LOOP

IEMF;HTH'ZE NURTURE CONVERT
| osition your Provideapathto Ask for their
UNDERSTAND Juct a& th | |
Determine their mDS;Etﬁ; © your solution business

pain points

06 0

SCALE ADVANCE
Gain their trust then Implement your
look for other ways to solution within the

IDENTIFY : . . 1 WIL
Your ideal client and hang relieve their pain Gr%i’;‘ézﬁlgll&m
out where they hang out.
- - SERVICE
Strengthen the

CHAMPION
Treat them so well
they sing your praises

relationship by
exceeding their
needs




IGNITE

The Ultimate Customer Experience



What do you mean?

|- INITIATE THE CONVERSTATION
G- GO THE EXTRA MILE

N - NEVER BE NEGATIVE
|- IMPRESS WITH KNOWLEDGE

T-TAKE THE TIME TO LISTEN
E - EXECUTE
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STEP1

Initiate the Conversation
FIRST THINGS FIRST
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How this works!

THE INTRODUCTION SMILE
Politely introduce yourself and determine the Believe it or not if you force yourself to smile you
customer's needs. Do NOT sell anything will be more positive during the call

BE CONSISTENT FOLLOW UP
Always be polite and ensure you are actively If the person you are working with needs to
listening reschedule the call for the day. Get it

rescheduled and ensure you get the order
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STEP 2

Go the Extra Mile

OUR CUSTOMERS ARE OUR LIFEBLOOD
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Deliver WOW
Through
Service

Be Humble

W7

Be Passionate

Create Fun

. and
and A Little
Determined Weirdness
. Be Adventurous,
Creative, and
With Less Open-Minded
Build a -' B wth
Positive Team :]ﬁlm
and : -
d o Build Open Learning
Family Spirit and Honest
Relationships
With

Communication

The Zappos Model
3 KEY STEPS FOR

CUSTOMER INTERACTION

« Friendly, solution-oriented representatives
« No scripts
« Empowered to help




STEP 3

Never Be Negative
HOW TO HANDLE ANGRY CUSTOMERS
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Be NICE

UNDERSTAND THEIR PERSPECTIVE

Your customer may be having a tough day. Don't take their
frustration personally.

FIXMISTAKES

Always remember that mistakes happen. Find solutions

BE THANKFUL

Always remember that you are representing the company.
When challenges arise solve the problem, thank the customer
and relay difficult calls to the appropriate sales person.
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STEP 4

Impress with Knowledge
KNOW HOW YOUR COMPANY ADDS VALUE TO THE CUSTOMER

EXSIN



Things to Do Before and During the Engagement

Before you make a call to any By understanding their . If we are out of something, Get to know your customers,
customer go into the sales previous orders you will have an be sure to offer a suitable understand their pain points
system and review their orders. idea of what they should be substitute. and be prepared to offer
Understand what they typically ordering. Be ready to make « |f somethingis on the order, solutions.
order. sure they have everything they but doesn't show that we

need. keep it in stock verify the

item number with the
customer and find a solution




STEPS

Take the time to LISTEN

THIS IS THE KEY COMPONENT TO COMMUNICATION
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READ BACK ORDERS MAKE SURE IT'S
This lets the customer know you understand their PROPERLY INPUT

needs and have the order correct.

Triple check you order inputs to make sure they are
input correctly. If you have any concerns, work with
the appropriate salesperson to make sure the
customer gets what they need.
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STEP 6

Execute
NONE OF THIS MATTERS [F WE DON'T EXECUTE
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Execution

- STAY POSITIVE

- OUR CUSTOMERS
DETERMINE OUR
SUCCESS

- BE POLITE

- NEVER TAKE ANYTHING

PERSONALLY



YOU ARE A SUPER HERO

You serve as the key link between our organization and customers. As we
grow you must develop positive relationships with every customer and F
vendor. You are the problem solver. Work with the team to provide - -
effective solutions for everyone you work with.




