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10 Key Concepts:

1) Team – a winning team in business demands:

a) coaching to win

b) scouting the competition

c) devising a game strategy

d) anticipating constantly

e) selecting competent players

f) holding drills

g) scheduling scrimmages

h) critiquing performance

i) giving pep talks

j) working the clubhouse

k) learning from the losses

l) recruiting constantly

m) developing strong reserves

n) using the media successfully

o) developing a coaching staff

p) celebrating the wins

2) Be flexible, disarm prospects with “tell me exactly what you need and consider it done”, never say no to a customer

3) Don’t assume you know what customers want, ask about the “little things, don’t jus listen…react. Say thank you

4) Under-promise, over deliver. Develop back-up systems. Involve everyone in customer service....teamwork makes it happen
5) Eliminate lone rangers.  Encourage customers to get to know the whole team.  Give out key employees’ home numbers.  Remind salespeople that teamwork makes it happen.

6) Romancing small-volume customers pays off. Cultivate phone and mail sales.  Treat large and small customers with equal concern

7) Treat business visitors as you would treat a friend.  Have some fun by putting a visitor’s name on a marquee.  Display vendors’ names too

8) Ask a customer what’s wrong at the very first sign of a problem.  Get to know everyone on the customer’s team.  See customers as individuals, not as a group.

9) Under-promise and over deliver.  Say “I’m sorry” and mean it if you do have to apologize.  Empower whenever you can.

10) Ask customers what they want.  Don’t relax even if a customer is happy today. Let your customers define your business plan

11) Reward you best supplier.  Make your customers part of the team.  Involve everyone.

12) Build quality into your process.  Make quality a job responsibility for each employee.  Make quality specific.  Spread the word.  Measure results and make those results visible.

13) Plan from four viewpoints: weaknesses, opportunities, threats, and strengths.  Involve everyone in that planning.  Give teams the responsibility for making their goals happen.  Share the vision.

14) Offer excellent service.  Help your customers and prospects understand the difference between cost and price.  Remind customers what you are doing for them.

15) Hire people as smart as or smarter than you.  Encourage your team to recruit other players.  Make “bench strength” a prerequisite for promotions.

16) Hire positive attitude.  Watch body language as well as appearance.  Look for team experience and team spirit.

17) Make sure there are no chance encounters.  Make every contact count.  Coach all employees not just top management, to be involved in creating “events”.

18) Design programs to accomplish your objectives.  Reward often.  Reward both teams and star individuals. Display scores prominently.  Let people win all they can.

19) Provide customers with the chance to get to know you.  Give customers a platform to sing your praises.  Thank the end-users, not just the decision makers.

20) Keep playing until the whistle blows.  Use bad weather as an impressive door-opener.  Thank prospects for their time.

21) Share your challenges with your employees.  Take employees’ solutions to problems seriously.  Let the people who come up with a solution implement it.

22) Set up systems for employees to tell you what they really think.  Ask employees what they value, as well as what they don’t.  Make sure you get accurate information on surveys.  Respond to employees’ suggestions.

23) Believe in the worth of your employees.  Empower your employees.  Keep your promises.

24) Plan orientation and training for new employees before their first day on the job.  Assign new employees a buddy.  Solicit feedback from new employees.  Make coaching a management philosophy.

25) Encourage activities outside the office.  Encourage participation in civic and charitable causes.  Don’t hesitate to tell people you care about them.

26) Encourage employees to believe in themselves.  Let everyone recognize good work.  Have the boss give the award, whenever possible.  Praise them at home too.

27) Allow fun time for your employees.  Organize fun with a purpose.  Share the fun.

28) Conduct exit interviews.  Cut your losses with non-performers.  Make your people proud of where they work.

5 Statistics / Quotes / Comments

p. 7

1) For every customer who bothers to complain, there are twenty-six others who remain silent

2) The average “wronged” customer will tell eight to sixteen people

3) Some 91% of unhappy customers will never buy from you again

4) It costs about five times as much money to get a new customer as it costs to keep a current one

5) Teamwork makes it happen.  P. 229
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