











Work with your people to create additional words and phrases that display caring and professionalism. Duplicate
it and make sure each person has kept the list until it's memorized. Keep this in mind—people tend to promote
what they help to create. When everyone in your store is involved in helping you to create a consistently great
customer experience, you may find that everyone will be onboard.

In addition to service, ask employees to help you streamline the process for making the sale. It should be fast and
easy. Record situations where you have exceeded customer expectations and think about new ways you can
continue to exceed expectations in the future.

What gets measured gets attention. Set up a system for measuring customer service. Include satisfaction rates,
number of complaints, and referral records. At first, this may seem time consuming, but you'll be pleased with the
results in the long run.

It all starts at the top.
Ask for cooperation from your team—it can make a real differ- “We take full ownership of

ence. Cooperation, however, is not something that's given; it's every project we Sk G

earned. Strive to develop strong relationships with everyone " .
Our clients receive the results

on your staff. Working in a place where a spirit of cooperation

exists will help maintain high morale. they want and deserve, every
time. We have a unique team
Set the example for cooperation and service excellence. approach in our industry that

Always treat your employees with respect. After all, if you don't eliminates many of the problems consumers typically face

treat your staff well, they won't treat your customers well. Treat . . )
when trying to evaluate, select, and work with remodeling

each person in your store as well as you would a customer

making a big purchase. Make your people feel they are working companies. The secret to our success is very simple. We
with you, rather than for you. If you display dynamic leader- have developed a system to satisfy all sides of the equation.
ship, treat employees like family, and are loyal to them, they/l Our clients are happy, our employees are happy, and our

k hard f If in the picture— " .
GO el rewards are in the picture—even company is profitable. This system has enabled us to grow
small rewards—you'll see an even bigger difference in how . ion brand "
they perform. Give employees rewards for the biggest sale of Into a renovation brand name.
the month, for exceeding expectations, and more. Make your - Mayan Mettzler, President, MYHome

showroom a fun place to come to work each day.

These boots are made for walking
Customers vote with their feet on how good you are at meeting their needs. If they're not satisfied, they walk
out oFyour store never to return.

Develop an obsession for delivering exceptional service, being a great boss, and providing a consistently great
experience for customers. If your employees need help with sales communication, provide them with the training
they need. If you need help, hire a consultant to point you in the right direction. Do whatever it takes to keep
customers coming into your store and keep them coming back.

Success in the kitchen and bath industry requires all of these plus a great showroom location, smart strategies,
breathtakingly beautiful displays, creative promotions, and a great deal more. For now, as you go about your
kitchen and bath business each day, ask yourself this critical question, “Would you buy from your business?” I

A speaker at K/BIS 2009 in Atlanta, Christine Corelli is the author of four
books, including the popular Wake Up and Smell the Competition, and
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