For those important clients, there’s one really great contact you have to have and that is the “How’s thing?” call.  Yes, that’s right.  Every day, pick up the phone and ring a client you don’t need to ring and simply say, “How’s things?”  You’ll be amazed at how well that works in building the relationship.

Variations on the "how's things" test

The after-sales call (Shoe shop)
I know a very successful man in a very specialist shoe shop.  He's built a very, very successful business. When he had no customers he built it up on the strength of great advertising and superb promotion.  But for the last 12 months he has not spent one single, solitary cent on advertising.  The secret?  He phones all of his customers within two or three days of them making a purchase to find out if they are satisfied.

And what happens?  Sure he gets some complaints.  But he's in a beautiful position to fix them.

He gets some bouquets about how good the shoes are.  And with some encouragement those people come back to buy another pair.

And he gets some referrals too.  Some of the customers actually ask whether they can "bring a friend in."  

Either way he's a very successful shoe man. 

And by the way.  When were you last phoned by your shoe shop?

Follow up (Medical practice)
The mistake many doctors make is to give patients a prescription and tell them to take it for, say, five days. The inference is that, if it hasn't killed or cured them in five days, the patient should come back. But the patient has a different perception.  If they don't really feel much better after five days, they just decide they won't worry the doctor.  So, although they aren't not happy, they just do nothing.

A customer caring medical practice would have a different approach.  When the doctor gives a prescription and asks the patient to try it for a number of days they note the number of days on the patient's card.  The receptionist doesn't file the card, but puts it in a tickler file to reappear automatically after the number of days prescribed by the doctor.  On that day the receptionist rings about 80 per cent of the patients whose cards appear and simply says, "Doctor saw you x days ago and gave you a prescription which they suggested you take for x days.  How are you?"

Most times patients have to pick themselves up from the floor.  They've never ever heard from their doctor's surgery before.

Of course, there's only one of two answers that they can give.  Either they say they're fine, in which case the receptionist reminds them of their satisfaction, or they can admit that they don't feel much better, in which case the receptionist can make another appointment for the patient to see the doctor.  Either way, a great outcome.

For the other 20 per cent of the patients, the receptionist makes the call but puts them through to the doctor who speaks with the patients themself.  You can imagine what this does!  After all, how long is it since your doctor rang you and enquired about your health?

This is just a variation of the "how's things" call.  In this case the patients the doctor talks to personally are the ‘A class’ patients... the ones the doctor wants to spread the word about what a great doctor they are.

Ask your customers
When was the last time you rang one of your customers to ascertain how they felt about what you supplied? No matter what business you're in, it will generate great results for you.  If you don't like making the phone calls, hire somebody who is an expert and get him or her to make them on your behalf, but make sure the person follows a carefully prepared script.

The after-sale or service phone call cements your customer's good feeling towards you and sets them up for the further use of your services.  When people feel good they want to do something about it, but unless they get a little prompting, that's where it will end - just a great intention.  So make sure you turn great intentions into great actions.

The follow up call
When you've talked to a customer and recommended a course of action or suggested something, make a diary note to phone that customer about the time you anticipate that they should be at the next stage of their thinking.  You'll be surprised at the response this elicits.

People like your follow-up, but they don't like to ask for it.  After all, most times they don't think they're important enough to get your time.  Make them feel very special, give them some of your time and see them respond to that investment.

_Whether its "how's things", follow up or after sale: make a phone call regularly.


