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We have all heard that word of mouth advertising is the best of all worlds. It costs less (or nothing), has better credibility with prospective customers and gives our existing customers more interaction and connection with our company. So how do you capture such a prized jewel?
Well, like a lot of things you can (a) stumble onto it by accident, or (b) create it. Taking a conscious approach to satisfying customers to such a degree that they become your best salespeople is the aim of this month’s book. Raving Fans: A Revolutionary Approach to Customer Service by Ken Blanchard and Sheldon Bowles.

Sticking to their traditional anecdotal, quick and easy to read writing style (as illustrated in their other bestsellers The One Minute Manager and Who Moved My Cheese), this book packs important insight into a fun story that can be finished in just a matter of hours. 
Throughout the book, the reader is taken on a journey through a day in the life of a new “Area Manager” who has been assigned the rather daunting task of providing quality customer service management in a position where three others have recently failed.  

Fortunately, in the midst of his initial panic, a “Fairy Godmother” (decidedly male and answering to the name “Charlie”) appears and takes on the mission of showing him the “three magic secrets of creating Raving Fans, the ultimate in customer service.”

While most business owners are not lucky enough to have such an advisor, Charlie kindly provides insights into the meaning and implications of these secrets by walking the confused Area Manager through several “model” businesses and discussing key aspects of their vision, their customer service, and their ultimate successes.

INSIGHT:   It isn’t enough to just meet needs. While it may sound overly simplistic, this basic idea is an essential first step towards creating “raving fans” of your business.  Remember, we are not only aiming for merely satisfied, we want to create enthusiastic advocates! 

In a world where companies are improving and customers are requiring more, company performance and the way they interact with customer can’t just be good, it has to be spectacular. If your competitors aren’t already doing this, they will be in the future. Your job is to get out ahead of the curve.  
INSIGHT: Create a vision. Next we need a map to get to where we are going. Visualizing your company in a perfect setting with customers is an important step. Get specific. Describe the company from head to toe. How does the customer react? How do they feel? How are you able to astonish them? 
Part of this is to identify as many customer needs as possible.  One strategy that is cited in the book is to create free product offers along with services such as gift wrap and shoe shine provided gratis (examples used in these business models) as well as added personal touches. The goal is to not only attract but retain “Raving Fans.”

Then seek to identify your customers’ visions and merge them with your own perceptions of a ideal relationship. To succeed you must show your customers how your business is different (and better) than the competition.

INSIGHT:   Make a “Raving Fan Action Plan.” After you have created the perfect vision, identified the customers’ needs and desires, it is time to respond to them – ALL of them – and then to surpass these needs and desires.  

“Meet first.  Exceed second,” Charlie tells the Area Manager.  Build consistency into your vision, as customers will find the familiarity to be a comforting aspect of your business.  Deliver on your promises, even if it means providing less of an offering than you originally intended.  

But none of this happens by accident. It is based on a conscious choice of what you want to be (the vision) and designing company procedures, training programs, to successfully deliver the ideal service environment. The action plan is designed to ensure the customer has the same positive interaction with your company each time with each employee. The action plan lays out a systematic approach. The book refers to this as similar to a “playbook” for a football or basketball team.
The end result of this imaginary tour with Charlie is that the Area Manager, and hopefully the reader, has gained invaluable new insights into customer service.  He can now use these simple processes to create the ideal customer environment ideal to facilitate success today and in the future. 
So what would your company be like if the interaction with your customer was PERFECT? 
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