


"Just having satisfied
customers isn't good enough

y want a booming
ou have to create

I




HIT "M KAWANIA

30 YEARS OF CONFERENCE AND




WHY IS THIS
IMPORTANT?




ERE THE MAGIC




Make sure your team and processes
are in place.

Send a warm welcome

Host a kick-off; give homework; and
host tutorials

Surprise them with a little love

Schedule milestone celebrations




HE ALPHA




 Onboard Your Clients with a Kick Off
Discussion

» Weekly Progress Reports
 Follow Up E-Mail to Each of Your Phone Calls
 Follow Up when Something Goes Wrong
 Pick Up the Phone

« Remember to Say Thanks




Think of Your "Most Asked" Questions

Quick and Easy Bullet Point Instructions

Provide Them with An Educational
Calendar

Create Video Tutorials; Educational
Webinars; and One-on-One Tutorials




 Avoid scheduling meetings that can be ad
with an email or a quick phone call

« Be mindful of the meeting time. Avoid meal times,
and times that are too early or too late in the day.

« Be quick. Stay on topic. Save the chit chat for the
end of the meeting or another time.

* Finish the meeting with a summary of the
discussion and next steps.




SHOW THEM THE LOVE




GET TO KNOW YOUR
CLIENTS = DO YOUR
RESEARCH

* What's important to them?
 How do they communicate?
* How do they work?

* Check in Frequently

e Ask for Feedback

« Create Accountability









SETTING BOUNDARIES

 Details your services in the proposal and % '
in the contract H |

« Put systems and processes in place
before you begin

« Have proactive conversations with your
team and your client

« Determine and reiterate hours of
operation in advance



SETTING BOUNDARIES,
P, 2

Identify scope creep. Address it
iImmediately

Set and reiterate behavior expectations.
Follow your own rules

Say "no" when you need to, and be willing
to walk away

Put a buffer between you and the client




WAYS TO MAKE IT EASY
FOR CLIENTS TO
SUPPORT YOU

« Make sure your clients know the best way to | : =
reach you. '

* Give your clients a "suggestion box."

 Try to remain on their "top of mind.”

« Make it easy for your clients to help you




ONG; FINISH




IF YOU OFFBOARD YOUR

AS WELL AS YOU

) THEM, YOU MAY
D TURN THEM INTO
3ASSADORS.




Clearly identify the end of your service
Make it easy for your couples to leave
you.

Give homework

Give one more “wow"” before you sign off.
Send a final invoice and let them know If
you gifted them with a “freebie”

Send a thank you card and/or gift

Ask for feedback, reviews and referrals
Remind your client of your legacy
services

Stay in touch




THANK YOU!

Kawania Wooten
Howerton+Wooten Events
and the Enlightened Creative
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