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Customer Relationship

Management

Customer Relationship Management (CRM)
isthe most important and effective marketing
10l available to business owners. It is the
cheapest and easiest to execute, but is often
neglected or ignored by most businesses.

The principle of CRM is based on the fact

hat the best customer you will ever get is the
one you already have. A satisfied customer
hecomes an advocate for the brand. is brand
loyal, and comes back time and time again

for repeat purchases. They tell their families
and friends about their experience. and word-
of-mouth advertising is the most effective

and strongest form of marketing. On

average, people change their residence every
five years, so while they are in a particular
neighbourhood. they can be expected to shop
locally over this period. Once a customer
comes to your franchise and is satisfied. they
will return time and time again, making it a
habit, and part of their routine.

One of the most neglected aspects of

(RM is complaint handling. If a customer
comes into your business and complains,
its important to recognise that 97 per cent
will have a genuine complaint, and only

the remaining three per cent will be trying
o cheat you. Accept those odds, and don’t
reat all complainants as if they are trying
1o scam you. It often takes a lot of courage
and conviction for a customer to make a
complaint. If a complaint is not handled

but also numerous future customers, due to
negative word-of-mouth.

One dissatisfied customer can casily
passionately tell at least ten people about
their negative experience. I am sure you

have experienced this situation where you

ell and retell your story of appalling service

‘Customer Relationship Management (CRM) is the
stthpoﬁantarmieﬁeoﬂverTENkeﬁngtoolavamﬂﬂe
0 business owners. It is the cheapest and easiest

f0 execute, but is often neglected or ignored by most

properly, you can not only lose that customer,

businesses.”

Michael Sherlock, ex CEO Brumby's Bakeries,

and Co-Author Jumpshift! (business growth strategy book).

and what happened when you complained.
However if mistakes are handled properly,
they present an opportunity to build
customer loyalty, as you are not only likely

to retain the complaining customer, but they
will likely become even more loyal to your
brand, and become an advocate for your
bakery and brand. So. make it easier for your
customers to complain.

Complaint handling

Below is a suggested simple four step way to

handle customer complaints:

1. Acknowledge and listen

Most people handle complaints badly
because they take it personally, become
defensive and make excuses. When you
receive a complaint, you should make things
better, not worse. The first thing a customer
will want is for you to acknowledge that you
have let them down. so listen to their story
without interruption.
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2. Apoloftise

Put yourself in their shoes. and apologise for

their inconvenience. Defuse the bomb!
3. Put things right

Trust customers,and assume it is a genuine
complaint. Apply a returns policy. which
should be a full refund or exchange for

something of similar value.
4. Add something extra

Take the opportunity to make up for the

fact that they have been disappointed and
inconvenienced. Give them a gift certificate
or additional product where possible. Turn
an unhappy customer into a raving fan again.
So if franchisees want to survive in the

current headwind of increased competition

from online sales, price discounting,

social media, and supermarkets with their
advantage of convenience and price, they
need to apply basic business principles of
great customer service by looking after those
who have made the effort of coming to their
store. ’

Don’t miss the opportunity to handle a
complaint well, ensure the customer does
not go away empty handed and leaves your
franchise with a satisfied smile on their face.
Michael Sherlock, ex CEO of Brumby’s
Bakeries, is a Consultant and Mentor

to franchisors and is co-author business
growth strategy book Jumpshift! - a
manual to put your business into
Hyperdrive!

| Contact Michael at:
Phone: 0412 747 111

| Email; michael@michaelsherlock.com.au
Web:  www.jumpshift.com.au |
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