CUSTOMERS

What Rating Would Your Customers Give You?
Business conditions are getting harder each year. Many business people undertake ongoing personal
surveys with their customers to ascertain what their customers really think. The key to retaining
customers and converting customers into clients is: if you show customers special services, special
privileges and give them “real” service beyond playing “lip service”, you will turn them into clients.
Clients are people who automatically go back to a particular supplier of services without looking to other
suppliers. Isn’t this what you want your customers to become?
If you’re going to retain your client, you will need to give outstanding service and achieve a rating of
10/10 from your clients. One way to undertake these surveys is to conduct a telephone interview of your
key clients. Ask them:
•
What products or services they would like?
•
What are the services they would like from your business?
If you have more than one branch, perhaps you could benchmark one branch against another and score
the responses from the individual branch’s clients to determine a “client appreciation score”. It’s then
possible to analyse the best performing business to get a clear understanding of what they’re doing that’s
pleasing to your clients. Then instigate appropriate training in your business organisation to ensure that
the same type of customer service is given in each of your branches.

Lifetime Value Of A Customer
Businesses need to ensure that there is ongoing education of their team on the lifetime value of a new
customer.
Customers represent repeat business. Repeat business equals profit. Businesses need to install
appropriate systems so every customer becomes a lifetime customer.
Many businesses find that, with good service, a customer will stick with them for 7-10 years. If you
assume that the lifetime value of a customer is 7 years on average, multiply the average sale by the
number of times you expect to see the customer each year, and then multiply the projected annual sale
by the number of years expectancy for ‘lifetime value’. This will give you an idea of what the customer’s
potential worth is to your business.
One of the most effective ways of marketing your business is to increase the number of visits your longterm customers make to your business. This will add to the lifetime value of your customer.
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To develop lifetime value of customers, you could consider the implementation of a referral system,
where current customers are encouraged to refer new people to your business, with an appropriate
incentive being given to the referees. This could be a ‘lucky weekly prize’ or a discount on a product in
your business.
How do you develop lifetime customers?
•
Improve your referral system.
•
Create outstanding service to all customers to encourage them to become lifetime customers.
•
Create a database of customers and offer them outstanding service.
•
Keep improving your level of service.
•
Offer special events and promotions to your customers.
•
GO THE EXTRA MILE!
•
Get them to say “WOW!”

“Phantom” Customer
A good way to check whether your business is offering “legendary customer service” is for senior
management to act as a “phantom” customer.
•
Why not phone your business with a product enquiry?
•
Review your business’ website as if you are a customer. Does the website supply all the information
a customer needs?
•
Is your business communicating to customers the products and services you're offering and not just
relying on recording all of this information on the website? Word of mouth communication is very
important.
The important issue is that not everyone will study every page of your website. Is important information
communicated directly to your customers?

Do You Offer Legendary Customer Service?
“Legendary customer service” will set you apart from your competitors. One of the key aspects of
“legendary customer service” is to offer consistency. You are not offering consistent customer service if
your business’ reaction with customers is outstanding one day and average the next. The key issue is
that your customers should know what they can expect from your business - a “consistent
outstanding service”.
Management has a very important role to play in the development of the cultural environment within the
business, whereby legendary customer service will be offered. The senior people in the business need to
behave how they want the frontline staff to behave and how they want their customers to be treated.
Management and sales people need to get closer to customers in order to understand their needs.
Recruitment is a very important aspect of offering “legendary customer service”. Businesses need to
choose people with the right attitude. Attitude is more important than skills as skills can be taught, whilst
it is very difficult to teach attitude. Businesses need to clearly identify the ideal service they want to
supply to customers which will meet the customers’ needs. You then need to develop the right culture
within your organisation to ensure that an outstanding level of service is supplied every day. All team
members need to be attentive to customers’ needs and focus on the customers’ requirements.
You should empower the front line staff to make decisions to ensure the business is able to offer
outstanding service every day, so that the business does indeed offer “legendary customer service”. This
will set your business apart.
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Professional Advice
If you are interested in any of the work discussed in this article being undertaken, we invite you to visit
www.esssmallbusiness.com.au to utilise the “Find an Accountant/Adviser”. Simply enter in your postcode
and the Find an Accountant/Adviser directory will identify accountants located in or near your postcode,
who are able to supply a range of business advisory services, including the types of services mentioned in
this article.

