THE CUSTOMER STORY REVIEW PROFIT

THE CUSTOMER STORY SYSTEM IS A WAY FOR YOU TO CREATE A STRUCTURED PROCESS THAT REAPS THE BENEFITS OF
DOING YOUR BEST WORK WITH YOUR BEST CUSTOMERS. ACCOUNTANCY FIRMS OFTEN GROWN BASED ON WORD OF

MOUTH REFERRALS BUT THE CUSTOMER STORY SYSTEM FORMULARISES AND STRUCTURES A PROCESS TO CREATE A STEADY
STREAM OF IDEAL CUSTOMERS.

CUSTOMER STORY SYSTEM REVIEW
e |DENTIFY THE RIGHT PEOPLE TO ASK FOR REFERRALS.

e BEING CLEAR ON WHAT TYPE OF CUSTOMER YOU REALLY WANT.

e ASK FOR REFERRALS AT THE RIGHT TIME.

ASKING FOR REFERRALS SO THAT THE REFERRER UNDERSTANDS YOU AND YOUR PRODUCTS AND SERVICES

e FOLLOW UP ON REFERRALS AND MAXIMISE THE OPPORTUNITY

e ASK FOR REFERRALS IN A WAY THAT POSITIVELY IMPACTS THE CUSTOMER
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REFERRAL REVIEWS

WHERE DID REFERRALS COME FROM IN THE PAST?

WHO GAVE THE REFERRAL?

DID THE REFERRER UNDERSTAND THE REFERRAL PROCESS?

HOW DID REFERRALS COME IN THE PAST?

WHO IS YOUR BEST REFERRER AND WHY?
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THE REFERRAL CONVERSATION FOUNDATION

e HOW HAVE YOUR SERVICES BENEFITTED YOUR CUSTOMERS AND WHAT WOULD PROMPT THEM TO REFER
YOU TO SOMEONE ELSE

e HOW HAVE YOU BENEFITED THEM AND THEIR BUSINESS?

e FINANCIALLY - IMPROVED PROFITABILITY, IMPROVED CASHFLOWS, TAX SAVINGS, TAX PLANNING, PROVISION
FOR THE FUTURE.

e EMOTIONALLY - HAPPY, SECURE AND IN CONTROL OF THEIR BUSINESS, OPTIMISTIC AND EXCITED FOR THE
FUTURE WHILE CONFIDENT IN THE PRESENT. PROUD OF THEIR BUSINESS.
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PHYSICALLY - LESS STRESS, ABLE TO SLEEP BETTER AT NIGHT. FEELING AND LOOKING BETTER

SPIRITUALLY - ABLE TO SPEND TIME WITH THE MOST IMPORTANT PEOPLE DOING THE MOST IMPORTANT
THINGS. CONNECTED TO THEIR PURPOSE AND THEIR WHY ALLOWING THEM DREAM BIG AGAIN. PEACE OF
MIND CREATING SPACE AND FREEDOM IN THEIR LIVES

SEIZE THE MOMENT - WHEN IS A GOOD TIME TO ASK FOR A REFERRAL

WHEN YOU HAVE DONE SOMETHING SO WONDERFUL FOR THEM THAT THE TEARS OF APPRECIATION ARE
STILL MOIST IN THEIR EYES.

WHEN THEY ARE ASKING YOU FOR MORE SERVICES AND MORE ASSISTANCE AND GUIDANCE TO DEVELOP
THEIR BUSINESS.

WHEN THEY ARE REMINISCING ON PAST PROBLEMS THAT NO LONGER EXIST BECAUSE OF ADVICE YOU HAVE
GIVEN THEM.
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WHEN THEY TALK ABOUT FAMILY MEMBERS, FRIENDS AND PEERS WHO ARE HAVING SIMILAR PROBLEMS AS
THEY ARE. EVERYONE LIKES TO HELP IF THEY CAN.

WHEN THEY ARE GOING TO AN INDUSTRY CONFERENCE OR NETWORKING EVENT WHERE THEY ARE GOING
TO MEET PEOPLE IN BUSINESS LIKE THEMSELVES.
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CREATE THE MOMENT - WE CANNOT LEAVE IT TO CHANCE THAT THESE IDEAL REFERRAL QUESTION
OPPORTUNITIES JUST ARISE ALL BY THEMSELVES. IF YOU ARE DEVELOPING A SYSTEM THAT TRULY PUTS
YOU IN CONTROL YOU NEED TO BE ABLE TO CREATE OPPORTUNITIES AS WELL AS TAKING THEM WHEN

THEY PRESENT THEMSELVES.
e ASKTHE CUSTOMER HOW THEY FEEL ABOUT YOU, YOUR WORK AND YOUR CONTRIBUTION TO THEIR

BUSINESS.

e GET THEM TALKING ABOUT THEIR BUSINESS AND THEIR JOURNEY WITH YOU
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ACKNOWLEDGE THAT AS A CLIENT THEY ARE THE IDEAL TYPE OF CLIENT YOU DO YOUR BEST WORK FOR.
DEEP DOWN WE ALL WOULD LIKE TO BE SOMEONE’S IDEAL CLIENT.

COMPLIMENT THEM ON THEIR BUSINESS AND THEIR PROGRESS. WHO DOESN’T LIKE A COMPLIMENT?

GET THEM TO ACKNOWLEDGE THEIR WINS AND THEIR PROGRESS WITH YOU. ACKNOWLEDGING WINS AND
PROGRESS IS OF VALUE TO EVERY BUSINESS OWNER. SOMETIMES BUSINESS OWNERS ARE SO FOCUSED ON
THE FUTURE THEY DO NOT HAVE TIME TO SEE THEIR SUCCESS

GET THEM TO FOCUS ON THEIR GOALS FOR THE FUTURE AND WHAT IS REALLY IMPORTANT TO THEM IN
THEIR BUSINESS BEYOND THE BASIC NEEDS AND NUMBERS. WHEN WE FOCUS ON WHAT IS TRULY
IMPORTANT OUR OUTLOOK IS LIFTED BEYOND OUR DAY TO DAY TRIALS AND TRIBULATIONS.

HOW DO YOU PURPOSEFULLY CREATE A CIRCUMSTANCE WHEN YOU CAN ASK FOR A REFERRAL?
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CREATE THE STORY - LEAD THEM THROUGH A PROCESS THAT HELPS THEM CREATE THEIR OWN STORY

e WHO ARE THEY, WHAT DOES THEIR BUSINESS DO AND WHY DO THEY DO IT?

e WHERE WERE THEY BEFORE THEY STARTED WORKING WITH YOU?

e WAS THERE ANY WHERE THAT THEY WERE STUCK IN THEIR BUSINESS THAT THEY FEEL HAS CHANGED BY
WORKING WITH YOU?

e WHAT WAYS HAS THEIR BUSINESS CHANGED AND WHAT WAS THE MOST VALUABLE PART OF WORKING
WITH YOU

e HOW HAVE THINGS CHANGED PERSONALLY SINCE THEY STARTED WORKING WITH YOU? WHAT IS BETTER
FOR THEM PERSONALLY, EMOTIONALLY, PHYSICALLY?

e HOW DO THEY FEEL ABOUT THEIR BUSINESS
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TRACK THE STORY

e TAKE CONTROL OF THE REFERRAL.

e ASKTHEM FOR SPECIFIC PEOPLE THAT FIT THE BILL.

e GET THEIR NAMES AND CONTACT NUMBERS.

e GIVE THEM A DEFINED TIME FRAME TO MAKE THE INTRODUCTORY CALL.

e GET THEM TO MAKE A PHONE CALL IN THE NEXT 24 HOURS AND YOU WILL FOLLOW UP WITHIN 24 HOURS
OF THAT.

e GET THEM TO MAKE THE INTRODUCTION VIA EMAIL GIVING YOU THE LINK TO MAKE THE INITIAL CONTACT

e YOU SET THE TIMELINES AS TO WHEN YOU ARE GOING TO FOLLOW UP ON THE REFERRAL.
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REFERRAL TRACKER INFORMATION:
WHO GAVE THE REFERRAL
REFERRAL DATE CUSTOMER
REFERREE DETAILS
NAME, COMPANY, EMAIL AND TELEPHONE NUMBER

FOLLOW UP DATE
FOLLOW UP ACTION - REFEREE

FOLLOW UP ACTION - REFERRER
CLOSED WON LEAD

YES / NO

VALUE

SHARE THE STORY

e CAPTURE THE CUSTOMER STORY BY WAY OF DIGITAL RECORDING OR MANUAL NOTES

e WRITE THE CUSTOMER STORY BASED ON THEIR ANSWERS TO THE QUESTIONS

e SHARE THE WRITTEN CUSTOMER STORY WITH THE CUSTOMER FOR THEIR REVIEW

e GET ADDITIONAL QUOTES AND INSIGHTS FROM THE CUSTOMER

e TURN THE CUSTOMER STORY INTO A TESTIMONIAL OR CASE STUDY

e ASKTHE CUSTOMER TO SHARE THEIR CUSTOMER STORY ON CAMERA
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THANK YOU - IRRESPECTIVE OF WHETHER THE REFERRAL YIELDS A NEW CUSTOMER OR NOT
THE REFERRER PLAYED THEIR PART BY CREATE AND SHARING THEIR STORY. SAY THANK YOU

e |DEAS FOR A THANKYOU:

A BOOK

A GIFT FOR THEIR DESK
A BUNCH OF FLOWERS
A MEAL VOUCHER

A CHARITABLE DONATION ON THEIR BEHALF
AN UNEXPECTED GIFT




