A TDG Executive Vignette ™

Some Truths About Staying in Business

1.
70% of Unhappy Customers Never Tell You
· Make a bigger attempt (Barbara and me) to reach out to potential unhappy clients.

· So listen to the 30% (feedback forms)

· Benchmarking


2.
Unhappy Customers Talk to 10 Other Contacts
· Avoid creating them.

· Encourage happy clients to spread the word.


3.
It Take 5x the Effort/Cost To Replace A Client Than to Keep One
· Existing customer service must precede/overshadow new client marketing.

· Retainers are first.  They should get "extra".


4.
It Takes 12 Positive Experiences To Overcome One Negative
· Avoid negatives.

· Increase positives.


5.
The Best Ways to Handle the Above Truths Are:
A. Work continually to create satisfied clients.

B. Avoid creating unhappy clients.
C. Respond fast to correct a situation.
D. Appear to be World Class in A, B, & C.
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