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                Customers Count! Customer “Touch Point” – Survey                                                                                              

Keep your Customers for Life
Every sales team thrives on the hunt for new customers. It’s in their blood, in their DNA and it’s what motivates them day-to-day. Salespeople know their budget, know their territories, who their A, B and C prospects are and set out to get them. This is obviously critical to the growth and success of any landscape business. But it’s only just the beginning. 
Once you sell a new customer, the hardest work is just getting started. Getting to know everything possible about your customers is essential. (WE CAN INSERT A LONG LIST HERE). Bottom line, the sales team and the entire team at your company needs to be engaged in keeping your customers happy and in the know. 
Don’t take your customers for granted. You may think that you’re on top of your game, but do you really know. Regular surveys – at least 3-4 times per year. 
Customer “Touch Point” Intro:

There are many ways that your organization will come in contact with your customers. We refer these moments as “touch points” and it is critically important that these moments are a positive experience for your customer.  One such touch point is what is commonly known as the Customer Survey. This touch point if done properly can be an excellent source of feed back for your organization in vital areas of your business. 
What are they? Why do them? How do they work? What are the Deliverables? 

What is a Customer Survey? 
The customer survey usually consists of several questions in combination with numerical ratings that seek to learn what your customer’s experience has been like using your services. Be sure to have an objective for each survey. Know what you want to find out. You must also be able to quantify the outcome and take steps to make things right. 

Surveys can be done electronically, via the phone or even face to face. In today’s world the customers can also voice their opinion of your services through social media like Yelp, Facebook, Twitter etc. Just remember it’s a new world out there on getting feedback from your customer, and it’s best that your organization takes the offense/ proactive approach rather than taking a defensive recovery mode if customers are not happy with your services provided. 
Why Conduct Customer Surveys? 
Certainly, one of the biggest reasons to conduct regular “touch base” / feedback sessions is the simple fact that being proactive vs. reactive to customers needs, concerns, ideas and suggestions is by far a better position to be with your existing and potential customers.  It takes five times as much money to attain a new customer vs. keeping an existing customer. (WE CAN ELABORATE ON THIS)
Here are some more good reasons to survey your customers:

· Learn what customers think of your service and identify specific areas for improvement
· Learn why they picked you and why they stay with you
· Find out if your customers are unhappy or have issues and fix – resolve 
· Measures and helps with Job Performance - by AMs, Crew Leaders , Sales Folks
· Helps with getting leads and referrals for more work

· Identifies what systems or processes need to be built or improved, like training, customer selection criteria, New Job Start Ups/ Job Turnovers, customer relations  
· Helps with getting renewals on recurring services
· Retention of the right customers 

· Identify future marketing and sales strategies 

How do they work?
These touch point surveys can be conducted in numerous ways. 
What deliverables should be expected? 

Certainly, if handled and dealt with correctly this touch point survey program can help an organization to achieve some VERY KEY results.  
Here are some examples: 

· Customer Retention 

· Customer Penetration Rates 

· Referrals to new opportunities 

· Learning how to better market to targeted customers; better return on marketing money
· Increase revenue with the Right Customer 

· Learn how to better sell to targeted customers  

· Renewals on recurring with increases 

· Learning ways to move customer relations : V- TA – P – RF 

What makes a successful survey? 

There are five key elements: 

1. Get to the Right Person 

2. The Survey Questions

3. When to Survey 

4. How to Survey 

5. The Results/Follow Up     

1. Get to the Right Person 

· The survey must reach the right people or you will end up wasting money and valuable time. 

· Make certain that you are getting to the right people: check with your people, sales and customer service folks that we are getting to the right people. 

· Make sure all the names, titles, and addresses and email addresses are correct if you are conducting an online survey.

· Don’t just randomly send to the customer such as sending with the invoice.

· Know your targeted person(s) within the organization where you wish to get feedback.

· Double check with everyone on your team before sending out as we all know people changes happen all the time. 
2. The Survey Questions
· Know your purpose beforehand and keep it simple. 
· Determine ahead of time what you want to accomplish. 

Some examples of what you want to find out: 

· Are you looking for information about pricing?
· About the quality of specific services you provide?                                                          
· Determine level of your customer’s satisfaction                                                                           
· Are they willing to refer you to others?                                                                   
· Identifying new niche services that would be of interest to them 

Try not to mix too many purposes into a single questionnaire.                                           

Also, be sure to set up a rating scale that will provide you with reliable information.           
Use a 1-5 scale                                                                                                                     
You can use an expectation scale, such as:                                                               
Exceeds expectations                                                                                                                   Better than expected                                                                                                       Meets expectations                                                                                                          Worse than expected                                                                                           Unacceptable, far below expectations

Add level of importance 1-5 as well 

As you create your survey, keep a few things in mind to ensure you get a good response rate.

· Keep it short. 

·             Long surveys are a turn-off to most people. 

·             Don't try to find out everything in one survey. 

· Keep it simple. 

·             Limit the number of open-ended questions. 

·             Not only is it difficult to tabulate open-ended answers, but people also expect to    

            answer the majority of questions with a check-off box.

· Keep it real. 

·             Use language that is understandable to your client. Don’t use landscape jargon

            If you are trying to explore interest in new service areas, make sure you clearly 

            define those services.

· Make it look good. 

·             Organize your questions logically 

·             Use a simple font and keep the appearance neat and tidy.

3. When to Survey:

· Survey After Not Being Awarded the Contract                                                               Find out the reasons you were not selected or why the competition got the job                 What do you need to change in your presentation; gain insight  

· Survey at the New Start of a Relationship                                                                     How was our sales process?                                                                                              Find out why they picked you                                                                                            Have you gotten off to a good start                                                                                       Are we on board?                                                                                                            Where should we adjust?

· Survey at or Near Renewal Time                                                                                      Get a sense of where you stand: Are they likely to renew?                                                                                  Identify level of satisfaction: What is needed to get a renewal?                                                                                                 Did they answer? Could be a sign, not a good one

· Survey as an Exit Interview                                                                                           Learn why they made a change                                                                                                  Is there any chance of doing business in the future?  
· Survey mid-year to seeing how things are going

· See if your services are living up to expectations

· Are they happy with the way things look

· Are there any changes they would like to make?

· Are there any additional services they would like to add?

4. How to Survey

Conducted internally/in house or externally/by outside service: consider outside                                                                               

Mail (sort of old school), E-mail (zoomerang, survey monkey), Phone or in Person 

Send smaller batches out so you can respond in a timely manner to any requests

5. The Results/Follow Up                                                                                                     

· The Results                                                                                                                     Track % responses                                                                                                                 A typical good response rate is:                                                                                        50 % + if done over phone/live or in person                                                                                           30 % of total participants for an online survey                                                                    10 % of total participants for a paper survey

            Track the % on the rating #s like %s of 5s 4s 3s etc. 

            Note common areas needing attention  

Remember: “what get measured gets managed and what gets managed gets improved “

· The Follow Up                                                                                                                    Once your survey is completed be sure to:                                                   Share the results with your people.                                                                            Respond immediately to any requests or issues                                                                                    Make any system or process adjustments as pointed out by the customer.                         Use it as an opportunity to communicate with your people on how they are doing.  Connect to performance reviews. 
Sample Survey Questions:

Satisfaction with Our Performance: 

At the current time how satisfied are you with our overall "job" performance? (Check One)

Very Satisfied       Somewhat Satisfied        Neutral        Somewhat Dissatisfied  

Very Dissatisfied

Primary reasons for stated level of satisfaction:

1. ___________________________________________________________________

2. ___________________________________________________________________

3. ___________________________________________________________________

Suggestions for Improvement:
Your company could improve my overall satisfaction by doing the following:

1. ____________________________________________________________________

2. ____________________________________________________________________

3. ____________________________________________________________________

If asked today, how likely would you choose to continue to do business with us? (Check One)

Definitely Would     Probably Would     Might or Might Not     Probably Would Not   Definitely Would Not

Why? ______________________________________________________________________

______________________________________________________________________

If asked today, how likely are you to renew your maintenance agreement with us?  (Check One)

Definitely Would    Probably Would     Might or Might Not     Probably Would Not    Definitely Would Not

Why? ______________________________________________________________________

______________________________________________________________________
Based upon your experience with our company so far, would you recommend us to others? (Circle One)
Definitely Would       Probably Would        Might or Might Not        Probably Would Not  

Definitely Would Not

