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A North American
Company

Revolutionary Alternative
to Grinding Wheels
2 in1: Grind and finish with one disc.

by Jeanne Hurlbert, Ph.D.

concierge

Fast, aggressive grinding action on all metals
with the fine finishing capabilities of a sanding disc.
• CZ45 FORMULA: Unique blend of SG Ceramic and Zirconia grain
• Provides faster weld removal than grinding wheels
• This advanced CZ45 Disc is designed for light to heavy
pressure grinding requirements ON ALL METALS.
• Ergonomic Vibration Free Performance
• Tough Super Copolymer Backing
• Lightweight Safe Design

customeRSERVICE

How to Give Customers What They
Want and MORE, to Ensure Conversion,
Retention, Referrals and Profit
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Despite these challenges, your keys to success
lie exactly where they always have: ensuring that you
convert and retain customers, particularly the
customers for whom profitability stands highest.
How do you do that? Simple: Provide Concierge
Customer Service to your most profitable customers,
which can increase profitability by:

« Increasing customer retention,

because you’re serving your
customers at the highest level;

« “Cloning” your best customers,

by generating an endless stream
of referrals from them;

« Increasing your conversion of
prospects to customers, by

Visit us at STAFDA

5/8”-11
Short Barreled Center
Locking Nut
( See below for specs and
part number. )

generating five critical forms of social
proof that demonstrate you serve
your customers well;

« Maintaining continuous process

improvement within your organization,
by constantly ensuring that you offer
Concierge Customer Service.
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Those benefits represent the outcomes that are
most important to companies like yours, because they
are the outcomes that drive profitability. In this article, we
outline the simple steps you can take, right away, to gain
these benefits.

When and Where
Survey and social networks
expert and former LSU professor,
Dr. Jeanne Hurlbert, Ph.D., will
discuss “Concierge Customer
Service,” Sunday, Nov. 6 from
8:30 - 10:00 a.m. and again
from 10:30 - noon.

4.5” Trim-Kut® CZ45

*OPTIONAL

Booth 1243

l

designed for right angle
grinders and can be mounted
with standard locking nut.

Giving Customers M.O.R.E.
There’s nothing mystical or magical
about providing concierge customer
service to give customers MORE—and
most of the time, it doesn’t require anything extraordinary. It’s primarily about:

« executing the fundamentals,
« executing them well, and
« executing them consistently.
CONTINUED ON PAGE 80

13,000 RPM Rated

l The Trim-Kut® CZ45 is

Description

Box Qty.

Case Qty.

P/N

4.5” Trim-Kut CZ45 Grind and Finish Disc

25

100

40645200

*OPTIONAL: 5/8”-11 Centre Locking Nut for 4.5” Trim-Kut® CZ45 / Short Barrel

1

10

90000065

®
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hat’s the primary concern of most wholesale distributors and manufacturers?
Profit. But as you face such challenges
as disintermediation, the growth of
nontraditional competitors and
technological transformation, ensuring
profitability becomes increasingly challenging.

• Cool Running Action
• Unique Flexibility
• Safe High Speed Grinding Action
• No Backup Pad Needed
• Minimal dust emissions
• Provides optimum value with less down time
• Minimal dust emissions

Tough Copolymer Backing
www.gemtexabrasives.com

1-800-387-5100
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Let’s look at four key elements of concierge customer
service, the components of giving your customers MORE:

4

key elements of concierge
customer service

1 Mindset — Those who handle customer service

by Jeanne Hurlbert, Ph.D.

in your organization should be lifetime learners who
maintain a positive orientation not only toward your
customers but also toward the other members of
your organization. They need to become patient
problem solvers who are good at “taking the role of
others,” which means they know how to gather details on problems and learn what the customer wants.

2 Ownership — Your employees should assure

customers that they will handle every issue personally
— and then do so, with no excuses. As they move
forward, they should keep the customer apprised of
each step/action that they take. And ultimately, they
should provide a solution.

3 Referability — Referrals provide gold to your

business because they allow you to reach deep into
your target market to “clone” your best customers,
at virtually no cost.

4 Experience — Ensuring that you continue

providing a wonderful customer experience
provides the key to distinguishing your business in
the marketplace; the key to referability; and key to
satisfaction, loyalty and retention.
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Remember, it costs five times more to acquire
a new customer than it does to retain a current
customer. That’s why the dividends on giving your
customers MORE prove to be so high.

Obtaining The Full Benefits of
Concierge Customer Service
Garnering the full benefits of concierge customer
service requires putting into place a system to garner
customer feedback. The two key components of the
system we use with our clients are the Opportunity
Generator and the Customer Feedback Generator.
Together, these two tools let you answer the most
fundamentally important — yet ubiquitously
unanswered — questions in business:

1 What do your customers really want?
2 	And how satisfied are they with the degree to
which you’re providing what they want?
Let’s look at what these two key tools can do for you.

The Opportunity Generator
Concierge Customer Service must align with the priorities of your customers — which means you must know
what those priorities are. You can now serve them
better than your competitors can because you now
know them better. What’s more, you can also focus your
content, products/services and marketing directly on the
issues that you know are most important to your most
important audience — your customers.
And of course, one key issue to measure is your customer’s touch points preferences. For example, how, and
how often, do they want you to communicate with them?
How quickly do they expect answers to their questions?
When we’ve measured these customer preferences, the
data have proved invaluable to our distributor clients.

The Customer Feedback Generator
The Customer Feedback Generator lets you ensure
that you continue to serve your customers, and especially
your best customers, at the highest level. The bonus here
is that you can leverage this same information in your
marketing, to skyrocket conversions, externally; and to
ensure continuous process improvement and ensure
you retain your best customers, internally.
Your ability to do that comes from five forms of social
proof that the Customer Feedback Generator provides:
1
2
3
4
5

Testimonials;
General or “overall” satisfaction data;
Specific satisfaction data;
Referrals; and
Online reviews.

Testimonials provide the “stories that stick” with
prospective customers. These stories persuade best
when they describe: 1) what the problem, issue, or
challenge was, before using your product or service;
2) the experience of purchasing from you, working with
you or using your product or service; and 3) the results
the customer obtained.
But even the most glowing testimonials may not
convince prospective customers who may worry that the
CONTINUED ON PAGE 82

General satisfaction data tap the global or overall
satisfaction with your product, service or business. They
typically provide useful information for your marketing,
because they’re easily interpreted and offer a summary
indicator. However, to really ensure that you serve your

«««««
customers at the highest level, and to maintain continuous
process improvement for your business, we recommend
combining these measures with specific satisfaction data.
Specific satisfaction data augment the general or
overall data in two ways:

areas that can still be enhanced. This proves key to
continuous process improvement.
2 . If overall satisfaction proves to be low, these measures
provide vital information to identify critical areas of improvement — including customer service — on which
you can take action to increase overall satisfaction
before it affects your bottom line.
These general and specific satisfaction measures aren’t
just useful internally; they can also fuel your marketing by
providing even more ammunition to increase conversions,
sales and revenues.
Referrals come most easily when you invite satisfied
customers to refer their connections to you. Because your
customers’ connections are highly likely to be similar to
your current customers — your ideal target market — and
because your customers’ connections are much more
likely to trust you if they receive a referral directly from
someone they know and trust, conversions on referrals
prove to be extraordinarily high.

Online reviews often lie “off the radar” for wholesale
distributors and manufacturers, but they have become a
key driver in consumer decision-making. A recent Deloitte
study shows that 25 percent of Americans do “comparison
shopping” on the web and fully 75 percent of surveyed respondents feel that the information on online rating sites is
“generally fair.” This means that the decision-makers in the
companies you serve will increasingly turn to these reviews.
If you’re providing Concierge Customer Service
to your customers, they can
automatically be invited to leave
online reviews with the Online
Review Generator.

Putting Concierge
Customer Service
In Place
To survive and thrive in business today, you must become
customer-centric. Chief customer
officers have grown from less
than 20 in the world in 2003 to
the point at which more than 1 in
5 (22 percent) of the Fortune 100
and 10 percent of Fortune 500
companies have a chief customer officer. That person is charged
with ensuring that the company
serves customers well.

Offering Concierge Customer Service, then, provides
the keys to conversion, customer retention and endless
referrals that ensure your profitability.
Dr. Jeanne Hurlbert served on the faculty of Louisiana
State University for more than 20 years. Her company,
MySurveyExpert.com, is the first company to put
affordable, high-quality survey systems in the hands
of small businesses. Visit www.mysurveyexpert.com.

BRINGING SUPPLIERS & DISTRIBUTORS TOGETHER

Discover the Benefits
of Working Together

by Jeanne Hurlbert, Ph.D.

by Jeanne Hurlbert, Ph.D.

It’s not enough to
simply make sales.

1 If overall satisfaction is high, they can illuminate
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testimonials were hand picked or don’t represent typical
results. Statistical satisfaction data provide the most
powerful form of social proof to overcome that hurdle.

www.scenicroadmfg.com

BUILT TO OUTLAST
• Extra Thick - Powder Coated - Structural
Steel Undercarriage
• Available in 6 - 8 - 10 Cubic Foot Models /
Single or Dual Wheel / All Traditional Tire
Options
• 800 lb. Load Capacity
Can your wheelbarrow do this?
STAFDA — Atlanta, Georgia
VISIT US AT
November 6-8, 2016

SCENIC ROAD
VS.
THE ROCK.

Run your business the way you
want, and we’ll deliver the
resources you need to succeed.
Profitable incentives
Top manufacturer brands
Growth Plus sales planning
National & regional meetings
Supplier training programs
Networking events

NetPlus Alliance
is a buying group that
supports a growing
network of 400 industrial
and contractor supplies
distributors. We develop
real relationships with
170 supplier partners,
representing 375
manufacturer brands.

Join us and do more together.
Contact us today: 716.438.2014 netplusalliance.com
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BOOTH # 245

SEE THE VIDEO:

It’s not enough to simply
make sales. You must acquire
customers. And to retain those
customers, you must know
them well so that you can serve
them well by providing concierge
customer service to them. You
do that by giving your customers MORE—ensuring that your
mindset is customer-centric;
that you take ownership when a
problem arises; you are referable; and the customer has a
positive, memorable experience.
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• Extra Thick - High-Density Polyethylene Tray

Whether you have such a
formal position or not, putting
customers — particularly your
most profitable customers —
at the center of your business
is critical to your success in
the rapidly changing marketplace in which companies like
yours operate.
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