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Wave 1

Build Your Business with Customer Care

Q:  What is a successful customer care call?  

A:  A call during which you reach someone and have a conversation with them.

A call does not necessarily mean a telephone call; it can be a visit as well.

A call does not have to result in a sale or booking!

Make sure you make CCCs just to check on how things are going.

· “Are you using your product?”

· “Do you LOVE your product?”

· “Can I help with anything?”


Using email for CCCs is ONLY acceptable for newsletters or updates.  Don’t use it as regular means of communication.  People still like to hear from other people.

Making Customer Care a Habit

The most important thing to do in order to make CC a habit is to make a “bull’s eye” goal.  The next important thing to do it place it where you can see it EVERY DAY.








Your 3 contacts a day do not include voicemail!  And when you have to leave a voicemail, leave a powerful one.  

Schedule your CCCs.  Put them in your calendar and do not make excuses not to make them!

Use the CCC log from Consultants’ Corner. Make copies and put them in a binder or a file.

Make a Future Business Box

· Materials you need:


· Shoe box

· (12) 4 x 6 divider tabs marked with months of year

· (4) 4 x 6 divider tabs to go behind each month (total of 48 divider tabs) labeled 1,2,3,4 (one for each week of the month)

· Use the Future Business Box as a “rolling contact” system.  If you need to call someone back on January 3, put an index card with their name and phone number behind the divider tab labeled “1” behind January.

Model for MACs (Morning After Calls)

· Ask guest what they liked best about the show the night before

· Let the guest know that there is no additional shipping charge if they want to add anything to their order (suggest some things to go with what they ordered)

· Use the C.H.E.F method:


· Connect and break the ice (recall something from the show)

· Have an attitude of helpfulness (offer a recipe to go with what they ordered)

· Expand on the possibilities (Up-sell)

· Finish and arrange for follow-up or future contact (ask if they want to be on your email list or if they want you to call them when the new catalog comes out)

Making Out-of-the-Box Calls
· If a customer is purchasing their first stone, offer some helpful tips

· Let your customers know that you know what they need to know

And, lastly, get PUMPED!!!!

· Pick 

· Up

· My

· Phone

· Every

· Day!!!

Bottom-line goal


(I will not settle for less than this)


3 calls





Acceptable goal


4 calls





Top goal


5 calls





This is just an example!  You can use this format for any goals that you set.








