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Keys to repeat business

· customer care calls

· targeted e-mails

· new title follow up

Remember, it is YOUR job to follow up and provide excellent service and MAKE THAT CALL.  Do not expect them to come running to you – that is not their job, it is your job.  Do not worry if it has been a long time since you have been in contact with a customer.  CALL THEM ANYWAY.  

Scripts for customer care call:

If you get voice mail/answering machine:

Hi, this is Katie with Usborne Books!  We met last month at Angela’s house when she had her show.  I’m just checking in to make sure you are happy with your books.  The 1001 Animals to Spot you purchased sure is a favorite in our house.  If you have questions or comments for me about your books, you can reach me at 755-1035.  There are stickers on the back of your books with my name & number if you need to contact me later.  Thanks again!

If you reach the customer:

Hi, this is Katie with Usborne Books!  We met last month at Angela’s house when she had her show.  Have I reached you at a good time, or are you busy with your kids?

If it is a good time:  I’m just calling to check in and see how your children are enjoying their new books.  (BE QUIET AND LISTEN)  If she’s not very specific in her feedback “Oh, they’re fine”, you could say – Is there one that is a favorite right now?  1001 Animals to Spot is one of my top sellers.  OR You purchased one of our newest books, the Princess Handbook.  How are they enjoying that one?
Thanks again for purchasing at ______’s show.  There are stickers on the back of your books with my name & number, so if you’d like to purchase more for birthdays or the holidays, you know how to reach me!

If it is not a good time:  I’m just checking in to make sure you are happy with your books.  If you have questions or comments for me later, there are stickers on the back of your books with my name & number.  Thanks again!
Scripts for new title follow up calls

If you get voice mail/answering machine:

Hi, this is Katie with Usborne Books!  When I saw our newest books, I thought of you.  I remember you purchased some of our castle books last fall.  I think you and your children would LOVE our new Stories of Knights and Castles.  I’m mailing you a new title flyer, so be on the lookout for that in your mail and look for the new knights and castles book.  I’ll give you a buzz back in about a week – I’ll have an order going in a week from Monday.  Thanks again!

If you reach the customer:

Hi, this is Katie with Usborne Books!  I was filing receipts and I remembered meeting you at (name of event/hostess’s house).  Have I reached you at a good time, or are you busy with your kids?

If it is a good time:  I’m just calling to check in and see how your children are enjoying their new books.  (BE QUIET AND LISTEN)  I noticed your purchased some of our castle books last fall.  I think you and your children would LOVE our new Stories of Knights and Castles.  Can I send you an e-mail with a link to that book so you can see it for yourself?  OR I’d like to mail you a new title flyer so you can see it for yourself.
If it is not a good time:  I’m just checking to see how you liked your books and tell you about some new ones I think you would enjoy.  Can I get your e-mail address, and I’ll send you a quick note?  Great – thanks!
After the new title flyer has been received

Hi, this is Katie with Usborne Books.  Just checking to make sure you got my mailing and saw the new knights and castles book?  You got it, oh great!  I have an order going in on _____, can I add that book for you?  (If yes, take their order, upsell, “did you see any other books that would make good birthday or Valentine’s gifts?”)  If no, get their e-mail address so you can stay in touch, and say “thanks again for your order last fall.”  
Sample targeted  e-mail (for an individual, not a large group of customers)
Kelli,
This is a late thank you for your Usborne Books order last fall.  (This is what happens in January - I clean off my desk and find all the people I didn't follow up with in the rush of the holidays!)  I hope you and your children are enjoying the books and Ten Terrific Weeks sets you purchased.
 

I always appreciate feedback on how people are using the Ten Terrific Weeks programs.  Did you purchase these to use as a supplement to school or preschool?
 

We have lots of new books that came out just this month. Looking at what you ordered in the fall, here are a few I think you and your family might enjoy:
 

Fairy Snap
Little Princess Treasury
Sticker Dolly Dressing Fairies
Adventures with Dinosaurs (Ten Terrific Weeks)
 

There are also some puzzles and jigsaw books on clearance in the Internet Specials area.
The link to Fairy Snap is:

http://www.ubah.com/ecommerce/details.asp?sid=A1251&isbn=514341
sid=A1251 – this directs them to my website – you’ll need to change this to your consultant id
isbn=514341 – this directs them to Fairy Snap – change it to the ISBN of the book you want

I create this link in my e-mail program, Outlook Express, by typing in the title of the book, then highlighting it.  Then I click on the icon that looks like a globe with a chain link (or go to the insert menu, and choose insert hyperlink).  Then, in the popup window, I type (or copy) the link as it is shown above.
