Never use “Or Current Resident”, but do use Return Service Requested. Make your
customer feel as though you care about them, not just the current resident.

Use stamps on your mailings instead of meter stamps. Using postage stamps o
communicates that it was sent to them personally. It also makes them feel that the

offer is exclusive to just them.

Track Web Traffic - With Google Analytics, it is easier to track all of your web
statistics, and its free! If you do not already have a Google account, create one, add
analytics, copy the few lines of code that Google gives you, and add it to your site.

It can be set up in minutes. The reports that Google Analytics generates for your site
will tell you what keywords people are using to get to your site, the numbers of visitors
on each page, and where they are coming from.

Track customers who call - Instill in your team the importance of getting accurate informa-
tion. Ask each customer how they got your number today. The word "Today" is a key
because yesterday they may have gotten your number from a different source. The customer
is more likely to remember exactly the piece that they saw to get your number. If you ask
about something in the past, the customer is not as likely to remember. Explain this to
everyone on your team who answers your phone. Consistency is key for having accurate
tracking information to rely on.

Communicate to your team - When everyone understands why specific actions are
important to the success of the company, the whole company benefits. Tracking customers,
watching costs, and knowing revenue numbers are just three key indicators for everyone to
be aware of. These shouldn't be kept to one or two people. There are usually two or three
goals for the entire organization. Make sure that EVERYONE knows them.

Expect appropriate results from marketing - Spending $1000 on a marketing task or event
needs to have an expected result. For example, if you participate in a trade show, determine
what success will look like first. Is the goal to have 100 leads to follow up on? Then
determine how to evaluate the quality of the leads. If the company is a for-profit company,
then determine how much revenue is expected for the $1000 investment.

Systemize testimonials - Getting positive feedback from customers is great unless the
comments sit in a drawer. Develop a system for prospective customers to read them. Put
them on your web site, in your marketing materials, and create a system for keeping them
fresh and updated. Having several that are both recent and that go back a year or so will
show a customer that you are consistently a great company and chances are you will be for
years ahead.

Train people to answer the phones consistently. Customers want a good experience
every time they call. And they will respect your company more when it is consistent.



