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Presenter
Presentation Notes
I want to share a little known secret about the value of delivering good customer service to customers.  Obviously it’s good for your business and good for our organization.  You may derive a lot satisfaction by doing a customer service job well.  But what’s the most compelling reason to learn about and deliver great extraordinary customer service?  When you deliver good customer service, you experience less stress, less grief and less hassle from your customers.  They argue less.  They are upset less and that translates into a less stressful and less pressure-packed business for you.



Review of Servicing Dealers: Success Defined 
 
Unbeatable Laws of Customer Service 
 
Great Service Means Being Extraordinary 
 
Handling Mistakes 

Course Outline 

2 

Presenter
Presentation Notes
During this presentation, we are going to identify what extraordinary service is really all about. Obviously an AMSOIL Dealer has a certain responsibility to their customers and those customers include downline Dealers. A Dealer’s customers are not just Retail or Commercial Accounts. A servicing Dealer has a wide variety of customers to service.We’ll discuss the seven unbeatable laws of customer service and how you can be extraordinary as a sales professional. Everybody makes mistakes. Some of the best lessons you’ll learn as an AMSOIL Dealer is by the mistakes you make and how you handle those mistakes.



Outshine Your Competition With Customer 
Service 
 
Six Secrets of Outstanding Customer 
Retention 
 
Is the customer always right? 
 
Conclusion 

Course Outline 
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Presenter
Presentation Notes
We’re going to demonstrate how AMSOIL Dealers can outshine their competition.  Of course, one of the best ways to remain successful as an AMSOIL Dealer is by maintaining your current customers. Happy customers are customers for the longterm.Is the customer always right? Most of us have been trained that is the case.  



Employment in or work for another. 
 

An act of help or assistance 
 
 
 
 
 
 
Work done by one person or a group that 
benefits another 

What is Service? 
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Presenter
Presentation Notes
Simple question:  What is service?  As an AMSOIL Dealer how do you define service?  Service might be the job that you do for an organization. I am an employee of AMSOIL incorporated. You are independent Dealers or distributors for AMSOIL incorporated.  We’re both working for each other and for the common good of the company.  Isn’t that part of the service that we provide?Service is also defined as the act of help or assistance. When you provide assistance to your downline Dealers, motivate members of your Personal Group, or help an account order product, you are providing service.  Service is work being done by one person or a group of people that benefits another. Whether it’s you the AMSOIL Dealer or me, the Regional Sales Manager, aren’t we providing a service to AMSOIL customers and to AMSOIL the corporation?



5 

Why Service? 

Presenter
Presentation Notes
Why is service so important for you as Dealers, for me as a Regional Sales Manager and for AMSOIL as a corporation?Obviously the better you service your customers, the more repeat business that you will get.  The more repeat business that AMSOIL will get.  That’s a win-win.  Extraordinary customer service is really about establishing relationships and maintaining them.  Service can also lead to referrals.  When you have a great meal and great service at a restaurant, what do you do?  You tell others.  Man, you got to try that new Chinese restaurant.  The food was great! The prices are reasonable! And the atmosphere is outstanding!  Consumers appreciate outstanding service and they’re going to share it with others. More business is good for everyone’s outlook. Happy customers normally translate into happy Dealers.And of course, maybe the most important factor in why service is so important: You build your business and make more money. Let’s face it, at the end of the day this is really what it’s all about.  



Optimize your income 
 

Salesmanship 
 

Service 
 

Why Service? 
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Presenter
Presentation Notes
Why is service so important for you as Dealers, for me as a Regional Sales Manager and for AMSOIL as a corporation?Obviously the better you service your customers, the more repeat business that you will get. The more repeat business that AMSOIL will get. That’s a win-win.  Extraordinary customer service is really about establishing relationships and maintaining them.  Service can also lead to referrals. When you have a great meal and great service at a restaurant, what do you do? You tell others. Man, you got to try that new Chinese restaurant. The food was great! The prices are reasonable! And the atmosphere is outstanding! Consumers appreciate outstanding service and they’re going to share it with others. More business is good for everyone’s outlook. Happy customers normally translate into happy Dealers.And of course, maybe the most important factor in why service is so important: You build your business and make more money. Let’s face it, at the end of the day this is really what it’s all about.  



To your Personal Group 
 

To your Commercial Accounts 
 

To your Retail on the Shelf Accounts 
 

To your Preferred Customers 
 

To your Catalog Customers 
 

Dealer Service Requirements 
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Presenter
Presentation Notes
As an AMSOIL Dealer, you have service requirements to a variety of customers.  Sometimes the most overlooked group of customers can be members of your Personal Group.  What is your Personal Group?  Basically all of the Dealers and Preferred Customers that you have registered.  Successful Dealers provide service to these customers.  It is in the best interest of you and AMSOIL that you do this.



Training 
Newsletters 
Meetings/phone communication 
Prospecting 
Sales support 
E-commerce 
 

Your Personal Group 
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Presenter
Presentation Notes
What are some ways that you as an AMSOIL Dealer can provide service to members of your Personal Group?Training:  The better trained that your downline Dealers are, the more successful they will be and the more successful you will be.Newsletters: This is a good way to keep in contact with a large group of downline Dealers.  Meetings/phone Communication: Conducting Dealer meetings is a very effective and common way that AMSOIL Dealers communicate and train members of their Personal Groups.  Prospecting:  Many Dealers will invite some of their promising downline Dealers to go on prospecting visits with them.  Sales support:  Many Dealers will invite promising Dealers to attend trade show and other events with them.  This a great opportunity to provide on the job training of how to sell AMSOIL.E-commerce: Let’s face it.  We’re in the electronic age.  Encouraging your downline members to have a computer, a website, to access the AMSOIL website and to use email as a communication device are all very sound ways in which you can provide service.



Product/Programs 
 
Dealer Business Models 
 
Sales Approach 
 
Process 
 

Training 
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Presenter
Presentation Notes
Let’s concentrate on training for a moment.  How can you as an AMSOIL Dealer train members of your Personal Group?  AMSOIL products and AMSOIL Programs.Dealer Business ModelsHow to approach sales opportunitiesSales processesThese are all areas in which you as a Dealer can provide valuable training for members of your PG.



 

Regular or E-Mail Updates 
New Ideas 
Success Stories 
Tips 
Input 
 

Newsletters 
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Presenter
Presentation Notes
We mentioned newsletters as a means of reaching a larger number of your Personal Group.  Newsletters are very effective and relatively easy and inexpensive to distribute.A lot of AMSOIL Dealers provide regular email updates to their groups, whether it’s news on new products, AMSOIL events, or training opportunities within the group.New Ideas:  Sales tips for exampleSuccess Stories:  All AMSOIL dealers have their own personal success stories.  Share these with your group and encourage them to share their own success stories.  There is nothing better than a personal testimonial to generate passion and energy to a prospect.Tips:Input:  Make sure to ask members of your group to share their input and ideas with the group.  They may have some great information for you and everybody else.  They’ll appreciate the fact that you value their input and they’ll feel a sense of belonging to the group.



 

Moral support/motivation 
Team building 
Support consistency 
Strategy 
Recognition 
 

Meetings/Phone 
Communications 
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Presenter
Presentation Notes
Whether it through meetings or through phone communications, AMSOIL Dealers can strengthen their Personal Groups.Moral support/motivationTeam buildingSupport consistencyStrategyRecognition



Account sign-up 
Order process comprehension 
Joint Calls 
Set goals 
Sales Meetings 
AMSOIL U 
 

Sales Support 
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Presenter
Presentation Notes
Providing sales support is important and really not that difficult.  The more that members of your Personal Group understand the AMSOIL processes the better equipped they’re going to be in building their businesses. You can help your downline members with things like:Account sign-upThe order processJoint calls (on the job training)Set goals:  Every Dealer should set goals Sales Meetings:  Encourage attendance and participation at these events, whether you’re conducting them or AMSOIL is.  AMSOIL University is perhaps the most important training opportunity for any Dealer.



E-Commerce 
is NOT Going Away! 
If You are Not Connected…  
consider It! 
 

Sales Tip 
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Presenter
Presentation Notes
If you’re not into the computer age yet, you better get there. AMSOIL has been moving more and more into that direction in regard to what we provide. The computer is nothing to be intimidated by. The computer is your friend and it can be a tremendous help in your efforts to build your business.



AMSOIL website navigation 

Product application guide 

Sales report interpretation 

Personal website 

development 

Competitive analysis 

 

E-Commerce 
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Presenter
Presentation Notes
How specifically can the computer assist you in your business building efforts?Utilize the AMSOIL corporate website Product Application GuideSales reports (Premium Dealer Zone information)Get a Dealer website.  Use the internet for competitive analysis.



Your Personal Group’s success is your 
success!  
 

By helping them in any way you can, you 
will not only help build your reputation 
and credibility – you will build your 
profits. 
 

Sales Tip 
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Presenter
Presentation Notes
Remember, the more informed and motivated that your Personal Group is, the more successful they will be.  The more successful that your PG is the more successful you will be (financially and as a leader).



Written Objective for Customer 
 

Schedule Appointments 
 

Appearance 
 

Arrive on Time 
 

Commercial 
Accounts 
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Presenter
Presentation Notes
Let’s begin by discussing the important steps you should take when approaching a Commercial Account prospect.  Determine an objective for the customer.  What do you want to provide for that prospect?Once you have determined your objective, you need to set up an appointment.  When an appointment is set, remember to look and dress professionally and arrive on time.  You never have a second change to make a first impression.Once in the meeting, make sure to address the prospect’s concerns.  That may require asking a lot of questions to uncover those needs.You may need another meeting if you do not make a sale.  Make sure that you communicate clearly a next step.  Make sure it is mutually agreed upon.Most importantly, follow up!�



Address Concerns 

Probe to Uncover Needs 

Determine Mutually Agreed Next Step 

Follow-Up 

 

Commercial Accounts 
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Establishes credibility 
 

Template for the meeting 
 

Expectations established 
 

Allows for preparation 
 

Written objective 
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Presenter
Presentation Notes
Why is it so important to provide a written objective for your prospect?  It will prove to the prospect that you have done your homework. The sales process can break down quickly if you do not establish some credibility. It also provides a bit of an outline for you to follow.When you communicate with your prospect up front, you are letting them know what to expect. They don’t need nor do they want any surprises. In fact, this will allow for both you and the prospect to properly prepare for the meeting. Their time is valuable. Make sure you demonstrate that you know that.



 

Respect for the business owner 
 

 Allows for undivided attention 
 

Legitimizes your efforts 
 

Establishes you as a business professional 
 

Schedule an 
appointment 
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Presenter
Presentation Notes
Remember, it may very well be up to you to get the ball rolling. Don’t be afraid to schedule an appointment to meet with your prospect. This actually demonstrates that you respect their time.  Meeting eyeball to eyeball is the most effective way to communicate. There are normally no distractions when you meet face-to-face. It’s also going to allow you the chance to demonstrate your credibility  and professionalism.  



 

One step above the client 
 

Wear AMSOIL clothing 
 

Business professional 
 

Put a fresh shine on your shoes 
 

No T-shirt and jeans 

Appearance 
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Presenter
Presentation Notes
Again remember, you never have a second chance to make a first impression. Your appearance is generally the primary way that the first impression is made. Dress for success. As a general rule, you should try to dress one step above the audience you are calling on. Wear AMSOIL clothing, whether it’s a white button down shirt with khakis or with a sports coat. Look professional.  You’re going to be a much more credible presenter if you look successful. Never show up in a jeans or t-shirt.



 

Show respect for your customer’s time 
 

Business cards 
 

Literature and forms  
 

Arrive on time 
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Presentation Notes
Another “no brainer” when it comes to meeting with a potential Commercial Account is to arrive to the meeting on time. Your prospect’s time is valuable and you’re not showing much respect for their time by arriving late. Make sure that you have business cards to distribute to your prospect and/or to the gatekeepers that you may encounter. It’s a good idea to have the literature and sales aids that you’ll need for your presentation and to leave with your prospect. Have this stuff with you. You’ll lose points if you have to go out to your car to get them or if you have to get them to the prospect later.



Performance Documentation 

Filter Change Recommendations 

Drain Interval Timeline 

Manufacturer Warranty Questions 

Inventory Levels 
 

Address Concerns 
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Presenter
Presentation Notes
Once you have identified a prospect’s concerns, you’ll want to address those concerns. As an AMSOIL Dealer you can accomplish this by coming prepared with data sheets and MSDS sheets on the products you will be talking about. Make sure that you are familiar with your prospect’s lubricant and filter needs and their maintenance schedules for both. They may have warranty concerns in relation to changing the products that they use. Be sure that you are prepared to talk about that issue. It is also a good idea to understand their ordering habits and whether or not they inventory products. If they are going to have special ordering needs, you’ll want to be aware of that before you promise something that you cannot deliver.



Operating conditions 

New equipment purchases 

Alternative products 

Specific product recommendations 

 

Probe to                 needs 
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Presenter
Presentation Notes
Remember, one of the most important things you can do with a prospect is to uncover their needs. Ask a lot of questions and be a good listener. You’ll want to determine things like:Operating conditions of the equipmentHow much of their equipment is new or used. Is it under warranty?Are there any alternative products that will help this prospect?Make sure that you are aware of the OEM recommendations for the equipment.  



 

Orders with time frames   

Track the orders 

Follow-up on items  

Review expectations  

 

Determine the next steps 
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Presentation Notes
Once you have met with a prospect, it’s important to determine a mutually agreed upon next step.  If you’re taking orders, make sure that you agree upon the delivery date, the timeframe involved and the quantities involved. If you cannot meet any of these objectives, communicate with the account so that there are no surprises. Make sure that review with your prospect any expectations they may have.



 

Ensure expectations are met 

Review applications and usage 

Confirm products meet expectations  

Demonstrate delivery of promises 

Follow-up! 
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Presenter
Presentation Notes
Once you’ve gotten to this point, it is vitally important to follow-up. You cannot just assume that everything is going to go as planned. Make sure that you confirm that deliveries have been made and that the products is performing as you had promised.  Remember, when it comes to providing extraordinary customer service, you want to make sure that you not only meet your customer’s expectations, you want to exceed those expectations.



        
Schedule Visits 

Train Retail Employees 
Product Promotion 
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Presenter
Presentation Notes
So how do you go about providing customer service for your ROTS accounts?If your account is nearby, you certainly may want to schedule visits to the store. This gives you the opportunity to help the account with ordering product and helping them in determining what they’ll need for display and inventory. It’s certainly to your advantage to train the store’s employees about AMSOIL products and how they can better benefit from marketing and selling those products.  



 

Respectful of time 
 

Undivided attention 
 

Legitimacy of your efforts 
 

Establishes the business professional 
 

Schedule an appointment 
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Presenter
Presentation Notes
When it comes to setting up appointments, the same mindset should be in effect that you would have for a Commercial Account. By scheduling a visit, you are showing respect for the store manager’s time. His time is valuable so make sure you plan the visit in advance. Once again, the face-to-face communication allows you to get their undivided attention and enables you to demonstrate your knowledge and credibility as a vendor. Any time that you can provide your account with information on better selling your product, you should have their attention.
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Train retail employees 

 Employee familiarity of products  Saves the owner time  Future Personal Group member 
 

 

Presenter
Presentation Notes
Let’s talk about the importance of training the retail employees. In a ROTS account, you have no real control over the customer. The folks who come to the store to purchase lubricants have no loyalty to AMSOIL, nor does the store owner.  They usually have many brands of oil and are happy just selling anything.  By training the store staff on the benefits of AMSOIL from their perspective will help them be in a position where they’ll promote, recommend and sell. Obviously, the more they know about our product the easier they can make that recommendation to their customers. Very few of their vendors take the time to provide this type of training. More often than not, they’ll appreciate you going the extra mile to provide this type of service. And who knows? Someone with the stores staff just may end up being a future Dealer of Preferred Customer of yours down the road. It never hurts to speak to future prospects.



 

Heavy traffic aisles 
 
Eye level 
 
End caps 

Product positioning 
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Presenter
Presentation Notes
What should you be seeking in the way of product promotion from the store? Well, obviously it often times comes down to location, location, location! Try to encourage your account to display AMSOIL in high traffic areas. Try to get them to display AMSOIL products at eye level. Normally in a retail store, the end cap position is the most sought after. More traffic, better visibility. It’s all about exposure. Nobody’s going to buy AMSOIL if they can’t find it. 



Advertising  
Co-op credits 

 Provide signs, banners, etc  
 Local paper, flyers, radio 
 Grand Opening & On-going “AMSOIL Day” 

 
 

Product Promotion 
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Presenter
Presentation Notes
One of the most effective ways to market AMSOIL products in a retail store is through the many marketing and advertising materials that we provide. Make sure that you explain to your account the Advertising Coop credit program. The more marketing materials they can get for free, the more inclined they will be about displaying them. Make sure that if they want to advertise in the local paper or in the electronic media that you advise them and assist them with developing copy and content. You may even wish to participate in a Grand Opening where you host a booth in which AMSOIL is promoted and where you can handle customer’s questions. 



 

Anticipate inventory turns 
 
Dust bottles 
 
Answer questions 
 

Product Promotion 
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Presenter
Presentation Notes
If your account is nearby, make it a point to stop by from time-to-time to see for yourself how sales are going and how AMSOIL products are being marketed. Don’t wait for the account to run out of product.  You may be in a position where you may want to personally organize and clean the display area. Remember, this is their store, but it is your account. The more service you can provide them, the more inclined they will be to sell AMSOIL products supplied by you!  



How many PCs do you have? 
Are they are ordering product? 
Are they are renewing? 
Members of your Personal Group 
Future Dealer prospects 
 

Preferred Customers 
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Presentation Notes
Extraordinary service for a PC can be a simple as just keeping track of how many you have. Make sure that your PCs are ordering product. Check every six months or so. If they’re not ordering product, call them and find out why. If you don’t, a member of your Personal Group may not renew. If that PC does not renew, they will no longer be a protected customer. Remember, some PCs are future Dealer prospects. It pays to check in every once in a while with your PCs.



•How many catalog customers 
do you have? 

•Do you call your catalog 
customers? 
•Do you mail your catalog 
customers? 
•Don’t forget about 
commission credits! 
•Personal Group prospects 

Catalog Customers 
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Presentation Notes
Keep track of your catalog customers. It may be too many to call on regularly, but how difficult is it to keep track of their ordering patterns? You may want to mail updated G-100 catalogs to these customers. Once again, these customers could end up being productive members of your Personal group courtesy of a little extra service.



Seven Unbeatable Laws of 
Customer Service 

34 

Presenter
Presentation Notes
This next section of this presentation is going to deal with the Seven Unbeatable Laws of Customer Service. There are only seven, so they must be important.
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Presenter
Presentation Notes
Number 1:  Roll out the red carpet. Let’s face it; just about everybody likes to be treated like they’re someone important. Think back to your own experiences. When you have been treated badly or indifferently by someone, it usually results in very little in the way of a response on your part. If there is a response, it is an unpleasant memory. But on the other hand, when someone exceeds your expectations, you remember that. It makes a huge impression and you feel good about yourself and about the person who provided you that service.  Get in the habit of rolling out the red carpet for all of your customers. Make this the norm, rather than the exception.



Put a human face on 
customer service 

Find a way to connect  

Get to know your customers  

Little things to make them 
happy 
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Presentation Notes
The 2nd unbeatable law of customer service: Take time to know your customer. Remember when doctors made house calls? That was a long time ago. But think of how trusted and respected those doctors were simply because they came to you.Let’s face it, in today’s fast paced world, there is less and less human face-to-face contact with a customer. Everybody’s faxing, texting, or emailing. There is nothing wrong with those ways of communicating, but just think how much more of an impression you can make if you really get to know your customer. Talk to them. Get to know more about their family and interests. Make sure you can put a name to a face. These are the little things that many people take for granted these days. Be the exception and go the extra mile.



Eliminate frustrations for the customer 
 
Provide single source service 
 
Customers want to do business with you! 

Be Easy To Do Business With 
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Presentation Notes
Number 3: Be easy to do business with. It’s not just about being nice and getting to know the customer. It about being a reliable problem solver. Most customers are not used to getting solutions to their problems in a timely fashion, let alone have them addressed by a live human being. Most customers experience frustration these days when it comes to dealing with a company. As an AMSOIL Dealer, you can provide that personal touch that has almost become a lost art these days. Make customers want to do business with you!



Go out of your way 
 
Provide first rate service 
 
Exceed expectations 

Make Sure They’re Happy 
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Presentation Notes
The 4th unbeatable law of customer service:  Go out of your way to make sure they’re happy.Most customers are going to be delighted if the product they purchase works well for them and provides value. AMSOIL products are of the highest quality and using them will provide long-term value. If they can be assured that they’re getting great products at a fair price, they’ll be happy. But they will be overjoyed if you can exceed their expectations. That’s where first rate service comes in. Do everything you can to make sure that our products provide quality and value and make sure that your customer knows you will be there to guarantee that.



What image are you presenting? 
 

Perception is everything! 
 

Look at yourself as your customer does! 
 
 
More on this later… 

Notice What Your Customer Sees 
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Presentation Notes
The 5th unbeatable law of customer service is: Notice what your customer sees. This really goes back to what we discussed earlier about dressing for success and never having a second chance to make a first impression. What does your vehicle look like? Does if have an AMSOIL logo on it? Do you have a professional looking business card? Make sure that your customer sees a sales professional.



Not just receiving service or buying goods.  
It is about all the other little things. 
Example of a Customer Slogan:  
 

 We spend 600 hours a week 
pampering the plants. Imagine what 

we will do for our guests! 
   The Mirage Hotel-Las Vegas, NV 

The Customer Experiences 
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Presentation Notes
Unbeatable Law of customer service number 6: Work on everything the customer experiences. Getting quality products at a good price is part of the equation. Looking professional and getting to know the customer is another part of the equation. Remember, sometimes it can be a lot of little things that make an impression over one big thing.  



 From the bottom of your soul! 
 
 Every single contact counts  
 
 Every letter you send, every ad you run, and 
 every phone call you make 
 
 

Believe In Customer Service 
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Presentation Notes
The 7th unbeatable law of customer service:  Believe in customer service from the bottom of your soul.  It’s one thing to provide customer service begrudgingly, but it’s another thing to live and breath this philosophy.  Every contact that you have determines your overall reputation.  If you make extraordinary customer service your mission statement, you will be the type of salesperson that attracts business.



Great Service Means Being 
Extraordinary 
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Presenter
Presentation Notes
This transitions very nicely into our next section of the presentation.  Great service means being extraordinary.  



Create customer loyalty 
Loyalty starts with emotion 

Lead your group by example 
 

Be Extraordinary 
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Presentation Notes
Let’s face it, customers can come and go. There are a lot of products out there and a lot ways to market those products. It’s a very competitive, high-tech world and to survive in the long term, you need to have customer loyalty. That is not going to be accomplished simply by providing the best product. This goes back to not just meeting a customer’s expectations, but exceeding them.  Providing outstanding customer service doesn’t just happen with the turn of a switch. It really starts with a culture that develops over time. As an AMSOIL Dealer with a Personal Group, you have the opportunity to develop that culture and as a leader, share that culture with you PG.



Do you see what they see? 
 

Empathize with your customers 
 

Get in their shoes  
  What motivates them? 
   What inspires them? 
    What challenges them? 
     What frustrates them? 

Get In Your Customers Shoes 
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Presentation Notes
Perhaps the most effective way to provide your customer what they want and need is by getting in their shoes. It’s very easy to lose touch with the customer’s needs when your desperately trying to knock down a sale. Think back to what you felt like when you were in a situation where a salesperson approached you. You need to understand what motivates your customer. What inspires them? What inspires them? What challenges them? What frustrates them?



Call customers regularly 
 

Ask them for ideas! 
 

Do it at;  
Random 
Survey  
Mail 
 

 

Connect With Your Customers 
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Presentation Notes
So how do you connect with your customers so that you can get into their shoes. Ask questions!  Nobody has a crystal ball that allows them to read a person’s mind or experience their feelings.  You can get to know a customer by calling or emailing on a regular basis. Don’t be afraid to ask them what’s going well and what’s not gong so well. You can do this randomly, or perhaps through a customer survey.



 
It is not just the right way to do 

 

 business, it is the profitable 
 

                              way as well!  
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Presentation Notes
Your customer is not going to push you away unless you are making them uncomfortable. Keep digging for information as long as it’s making your customer feel better about situation. This is going the extra mile that very few salespeople are willing to go.  



Handling  
Mistakes 
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Presentation Notes
No matter how much you concentrate on providing extraordinary customer service, mistakes are going to be made. How you handle mistakes can go a long way in determining the quality of customer service you really provide.



Always be honest!  
 
Can you offer a concession?  

It is proven that customers are more likely to stay with you as a 
customer if you compensate them satisfactorily for your mistake. 
 

Follow-up!  
 

Don’t Compound The Problem 
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Presentation Notes
Don’t compound the problem.  What do we mean by that?Always be honest. Once a customer has experienced you being less than  truthful with them you’re as good as done. Your reputation is as important as anything.  In addition to being honest, offer a concession right away. Customers realize that everyone makes mistakes. No company is perfect. As long as you make an effort to solve the problem, you will not lose face.Most importantly, follow-up. Make sure that once you’ve provided a solution, that you check back to see that everything is running smoothly again. 



Outshine Your 
Competition With 
Customer Service 
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Presentation Notes
Sales is a competitive business, but you can be better than a lot of sales people out there if you outwork them in the customer service area.  



Identifying yourself or your company in 
your greeting 
 

SMILE!  
 

Complaints are not a personal attack 
 

Provide options 
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Presentation Notes
Let’s take a look at some ways in which you can beat your competition by providing better customer service.  Answer the Phone with a greeting before identifying yourself or your company. Differentiate yourself. Sometimes a very simple short greeting to open the call, can leave a lasting impression.  Make the person on the other end of the line want to speak to you.Be aware of your facial expression when a customer approaches you. Remember, your body language can have a big impact on whether or not someone wants to be around you. Sometimes it cane be as simple as smiling.  



Six Secrets of Outstanding 
Customer Retention 
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Presenter
Presentation Notes
In the next section of this presentation we’re going to discuss the six secrets of outstanding customer retention.



Start with a positive attitude. 
 

 Customer service challenge can be an opportunity  
 

 Together, we can find a solution 
 

 Who is watching you? 

Keep Current Customers! 
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Presentation Notes
Number one: Keep your current customers!If you can provide a positive experience for your customer, they’re going to stay with you. Your current customers should always be a priority. They are with you in the first place, so make sure that they stay with you. It’s a lot easier to keep a current customer than it is to find new ones (and cheaper!). You will keep customers by staying positive and providing them solutions even when problems arise. 



Listen with empathy  
 

“Thank you for 
sharing your concerns 
with me. If I were in 
your shoes, I would 
feel the same way.” 

Open Your Ears 
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Presentation Notes
You’ve got two ears and one mouth. Use them proportionately. Be a good listener. You can learn so much about a customer just by understanding them. Put yourself in their shoes.  



 

You are the Business Owner  
 
No excuses 
 
Apologize 
 
Don’t delay, take ownership now 

Take Ownership of the Problem 
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Presentation Notes
Number three: Take ownership of the problem. When problems do arise, don’t avoid them or make excuses. Own up to the problem and find a way to address it. Remember, a problem is really nothing more than an opportunity for you to shine in a moment of need with your customer. 



Communicate your plan of action  
 

  
 
 
 
 
 
  

Communication Is Key 
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Take care of their concerns 
 

 Involve the customer 
 

 Ask for commitment to the plan  

Presenter
Presentation Notes
The 4th secret of outstanding customer retention: Communicate your plan of action. This is always so important. Let your customer know that you are willing to go the extra mile to help them.  Make sure that you keep them abreast as to what your going to do. If you keep them involved in the process they’re going to feel a lot more comfortable about it. In addition to keeping them informed, make sure that you ask their permission to take this action. Common courtesy.



Customer service secrets don’t matter 
without action 
 
Increase customer retention by delivering 
more than what is promised 
 
Act quickly, with a quality solution and act 
with integrity 

Take action!  
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Presenter
Presentation Notes
Number 5:  Take action!Don’t wait. Don’t make excuses. Get to work on coming to a solution. Customers are going to respect you if you’re a can do type of person. All of the things that we’ve talked about before are really mute unless you can take action and come up with a solution. And remember, always try to exceed the customer’s expectations in these instances.  



 Don’t take their business for granted 
 

 Resolve issues with the goal to keep business 
 

 Extra incentives for continuing to give you 
their business 

Ask For Their Business 
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Presenter
Presentation Notes
The sixth secret of outstanding customer retention: Let the customer know that you don’t take their business for granted.Take every opportunity to thank your customer for their business. When you resolve an issue they may have encountered, make sure that they understand that you want them to continue to order.  Never be afraid to ask for their business.
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Is the customer 
 always right? 

 

 
 
 

Presenter
Presentation Notes
Time now for the million dollar question. Is the customer always right?  



“The Customer is Always Right.” 
 

 Do you believe this saying? 
 

 When does customer satisfaction actually 
 harm your business? 
 

 AMSOIL business owners should take great 
 care when determining how to treat their 
 customers.  
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Presenter
Presentation Notes
We’ve all heard the time honored saying “the customer is always right.” Do you believe this statement? It should be the goal of every salesperson to make the customer happy. As an AMSOIL Dealer you obviously want to do everything you can to accommodate your customer. But is there a point when living by this motto can actually be counter-productive?



There is a point where customers can abuse 
your goodwill.  
  
Are they worth the time and 
effort you expend to retain 
their business? 
 
  
When does 
a customer 
cross the line? 
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Presenter
Presentation Notes
Let’s be honest here.  The customer is not always right.  There are going to be times when customers cross the line.  



“Squeaky Wheels”  
  
Verbally abusive, overly demanding,  and exceed 
the boundaries of reason 
 

Fire your “bad customers” 
 

Minimize “bad customers” in your business 

Crossing The Line 
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Presenter
Presentation Notes
What constitutes crossing the line? Well, nobody deserves to be verbally abused. There are certain common sense rules when it comes to acceptable behavior by a customer. You may have customers that cross that line and have unreasonable expectations. Quite frankly, there are going to be customers from time to time that you may need to fire.  The following tips should help you minimize the amount of bad customers for your business.



Define mutual expectations early 
 
Clearly advise the level of service you will 
provide  
 
Define acceptable and unacceptable behavior 
 

What Do You Both Expect? 
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Presenter
Presentation Notes
Make sure that mutual expectations are communicated when the relationship with your customer is beginning. Obviously, open communication about expectations should lessen the chances of  misunderstandings that could grow to become abusive. You may even want to communicate with your customer what type of behaviors that will and will not be tolerated.



Customer score card 
 

Profile your clientele  
 

Fire the bad ones! 
 

Some are better left to your competition  
 

Keep Score 
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Presenter
Presentation Notes
You may want to keep score. If you have a customer that exhibits questionable behavior, it may be a good idea to keep track of it. If they fall into a category where they are considered a bad account, you may have to fire them. Perhaps a customer is just not paying for their product. Certain behavior would not be tolerated by any company.  
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Presenter
Presentation Notes
Let’s wrap thing up.



Over Communicate 
 

Excellence in customer service 
 

Pay attention to the little things 
 

Replacing a customer is 5-10 times the cost 
of retaining a customer 
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Presenter
Presentation Notes
I cannot stress this first point enough.  Communication and customer service is king.  Existing customers have earned your service. Make sure that you don’t forget about your current customers. It’s a lot easier to keep an existing customer than it is to replace one. When the day is done, it’s still about making a profit. If you provide the best service possible, you will be successful.
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