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4 STAGES

The experience is

everything!
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Put yourself in THEIR shoes!
What is ‘The Homeowner’s Experience’
with your company during the following stages...

 SALE
* SERVICE
* REFER
* REPEAT



THE Sale
Stage

Just the beginning

of the
experience!
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THE Sale Stage

UBG BU 2023 GOOD MARKETING GROUP




THE Sale Stage

40% of people say
it takes them

7 seconds to
make a first
impression.
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THE Sale Stage - Sourcing

Website
Social Media

Communications Initial Contact

Word Of Mouth

Reviews
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THE Sale Stage - Sourcing

Direct Search: visitors who reach your website directly vs. from a referring source

Keyword Search: search terms that people enter into search engines with the goal
of finding a company that offers the products or services they are seeking.

Google My Business: free business listing from Google

Social Media: Facebook, Instagram, Twitter, etc posts are all searchable content

Directory Profiles: Yelp, MapQuest, HubSpot, yp.com, BBB, Merchant Circle, Yahoo...

Home Service Directories: Angi, Home Advisor, Houzz, Porch




THE Sale Stage - Sourcing

Results:

e Videos

* Images

e Ads

e Links: website, social
media, directory listings
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THE Sale Stage - Sourcing

CLAIM ALL OF YOUR
ONLINE PROFILES!!!
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THE Sale Stage - Sourcing

Loading Time = within 3 seconds (2 seconds if ecommerce!)
2-3 second mark is where bounce rates skyrocket!

40% of consumers will wait no more than 3 seconds
Website speed: Google recommends.... before abandoning site.

Optimized: for ALL mobile devices
Images and Videos: we are a visual society! AND = good SEO

Content: relevant, skimmers and readers, no sales pitches, hyperlinks...
» urges visitors to click deeper & stay longer

Layout & White Space: NOT too many graphics, white space = open space

Reference Google Analytics: most popular pages, keyword searches, geography,
length of time on site, traffic sources




THE Sale Stage - Sourcing

Website

Google
Analytics
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THE Sale Stage - Sourcing  website

/O
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THE Sale Stage - Sourcing  website
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THE Sale Stage - Sourcing  website
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THE Sale Stage - Sourcing

Website >CD
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THE Sale Stage - Sourcing

Website >CD
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THE Sale Stage - Sourcing  website
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THE Sale Stage - Sourcing

Website
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THE Sale Stage - Sourcing

Website

/©
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THE Sale Stage - Sourcing

Word Of Mouth
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THE Sale Stage - Sourcing

Reviews
Top 5 DO’s: Top 5 Don’ts:
o Apologize o React

[¢]
o

Use as opportunity Duplicate replies — bad or good

[¢]

Respond to all reviewers

@]

Pay for reviews
Use proper spelling, grammar & punctuation o |gnore reviews — bad or good

Monitor other sites & monitor for a reply to
your reply

[¢]

[¢]
(¢]

Worry or Obsess
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THE Sale Stage - Sourcing

Reviews

e User profiles=authentic
* Reply ALWAYS!
e Use pop out Link

https://www.google.com/search?g=enchanted+fireside&rlz=1C1CHBF_enUS98
1&oqg=enchanted+fire&aqs=chrome.0.69i59j69i57j35i39j0i51212j69i6013.1948j0j4 &s0

id=chrome&ie=UTF-8#Ird=0x89e4078f15cb94a1:0x7a3366b12887b63,1
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THE Sale Stage - Sourcing

Social Media

Be the Expert

Be Reliable
Be Everywhere!
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THE Sale Stage - Sourcing

Social Media

/Q
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THE Sale Stage - Sourcing

Social Media
]
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THE Sale Stage - Sourcing

Social Media
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THE Sale Stage - Sourcing
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THE Sale Stage - Sourcing

Initial Contact

All Types of Communication

Be Responsive
In a Timely Manner
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THE Sale Stage - Sourcing

Initial Contact &
Communications
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THE Sale Stage - Sourcing

}

Initial Contact &
Communications

L —l

;
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THE Sale Stage — Follow-up

Communications

Email Etiquette:

Reply to all your emails

* Always proofread before pressing send

e Use professional greetings

e Use acompany domain email address — FYl: don’t use gmail!
* Include links to your website and reviews, as well as social media platforms

e Include your certifications and state licenses (if applicable)
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THE Sale Stage — Follow-up

Communications

Touch Sales Strategy:

e Triple touch tactic... contacting prospects in THREE different ways:
v each time building trust,
v’ staying in the forefront, and
v" moving them further into the sales funnel.

TOUCH 1 - Build Valuable Connections
TOUCH 2 - Send a Personalized Warm Email

TOUCH 3 - Follow up Your Email with a Call or Voicemail

UBG BU 2023 GOOD MARKETING GROUP
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THE Sale Stage — Lead Chaser

Communications

THEN...

e 3 MONTHS LATER
* 6 MONTHS LATER
e 12 MONTHS LATER

CREATE LIST BUCKETS!!

USE AUTOMATION!!!
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THE Sale Stage — Lead Chaser

Communications
GIVE OPTIONS!

PERSONALIZE!!

USE AUTOMATION}!
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THE Sale Stage — Lead Chaser

Communications
GIVE OPTIONS!

PERSONALIZE!!

USE AUTOMATION!!!
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THE Sale Stage — Lead Chaser

Communications
GIVE OPTIONS!

PERSONALIZE!!

USE AUTOMATION!!!
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THE Service
Stage

The experience

doesn’t end after
the SALE!
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Communication
DOESN’T STOP

After The Sale!



THE Service
Stage

The experience

doesn’t end after
the SALE!
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THE Service Stage-Internal

Communication Between Sales Team & Service Team
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THE Service Stage-Internal

Communication Between Sales Team & Service Team

Client Discovery: Sales Person and Service Lead share Homeowner traits:
e Personality

e Likes & Dislikes

e Preferred Communication

 Timeline & Expectations

e Something Special

Project Updates: Internal Communication - keep both teammates in the loop
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THE Service Stage-Build Relationships

Communication with Customers

Emails:
e Introduction email: confirm project highlights, timelines & expectations
e Appointment Reminders (installation and service)

v’ scheduled confirmation

v 5 days prior

v day before

Texts and/or Phone Calls — GET PERSONAL!
* Introduction call
e Voicemail Appointment Reminders (installation and service)
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THE Service Stage-Build Relationships

Communications
Manage
Expectations

\
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THE Service Stage-Build Relationships

Communications

Builds Trust \

UBG BU 2023 GOOD MARKETING GROUP



THE Service Stage-Build Relationships

Communications = Education
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THE Service Stage-Branding

Branding

Appearance:
e Trucks

e Attire
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THE Service Stage-Branding

Branding

Appearance:
e Trucks

e Attire
* Business cards
e Leave behinds: flyers, manuals (include logos, contact information, web address)

\
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THE Service Stage-Branding

AND DON’T FORGET

Before Beginning:
e Introduce self as teammate of company
e Confirm reason for being there
(before entering home)

e Look Homeowner in the eye!
e Be polite and respect home
 Take a photo of the “Before”

** Remove personal references

(ie. family photos)
Take after photo same angle

i*vs. portrait/up-down)

UBG BU 2023 GOOD MARKETING GROUP
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THE Refer
Stage

The experience

continues!
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THE Refer
Stage

The experience

continues!
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THE Refer Stage
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THE Refer Stage

How’d We Do?

Before you leave: Service Team Member must:

e Cleanup

e Take an After picture (same direction as Before picture)
e Ask Homeowner if they are happy!

e Go over instructions and materials

e Go over contact information for future communications
e Share Links/Handles/Profiles to give Review

UBG BU 2023 GOOD MARKETING GROUP
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THE Refer Stage

How’d We Do?

>
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THE Refer Stage

How’d We Do?
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THE Refer Stage-Reputation Mgmt

How’d We Do?
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THE Refer Stage

How’d We Do?

After you’ve left w/in 24 hours:
e Send Thank You email with documents (ie. pdfs
that support instructions discussed

e Ask Homeowner to “Like” (follow) on social media
e Ask Homeowner to “recommend” by tagging @

v On their page
e Recommend your company to friends/neighbors

 Request a testimonial, BUT...

UBG BU 2023 GOOD MARKETING GROUP
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THE Refer Stage-Reputation Mgmt

How’d We Do?

Testimonials:
 Be aware of Review software that “owns” your testimonials

e Be sure the testimonial is posted to your website (good SEQO!)

UBG BU 2023 GOOD MARKETING GROUP
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THE Refer Stage-Reputation Mgmt

How’d We Do?

Testimonials:
 Be aware of Review software that “owns” your testimonials
e Be sure the testimonial is posted to your website (good SEQO!)
* Include links to your social medizs: for the Homeowner to link to
as THEIR profile
» DON’T allow review soitware to post for t
authentic!

» Homeowner, it’s not

UBG BU 2023 GOOD MARKETING GROUP
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THE Refer Stage-Reputation Mgmt

How’d We Do?

Testimonials:
e Be aware of Review software that *’ your testimonials

e Be sure the testimonial is posted to your website (good SEO!)

* Include links to your social media platforms for the Homeowner to link to
as THEIR profile

» DON’T allow review software to post for the Homeowner, it’s not

authentic!
 Monitor reviews regularly AND repl ALL reviews!!

UBG BU 2023 GOOD MARKETING GROUP
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THE Refer Stage-Refer-A-Friend

Referral Programs

e Offer a monthly drawing for gift card (ie. Gas Cards) IF...
v’ New prospectmentionsicustomer
v’ Homeowne @ finished project on social media and tags your company
v’ Homeowner/custome «Wg' in one of your social posts
(ie. the Homeowner/customer’s before/after project photo)
e |Include “Share with Friend” in email communications
e Ask Homeowner to host an in-home “Home Improvement Party”

UBG BU 2023 GOOD MARKETING GROUP

Copyright ©, Good Group LLC. All Rights Reserved.



THE Refer Stage-Refer-A-Friend

Referral Programs

e Ask Homeowner to host an in-home “Home Improvement Party”

UBG BU 2023 GOOD MARKETING GROUP



THE Refer Stage-Refer-A-Friend

Referral Programs

e Share your company support of
relevant local and/or industry
non-profit organization relevant
on social media and website

e Raise $SS = more shares

Habitat

for Humanity”®

UBG BU 2023 GOOD MARKETING GROUP
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THE Repeat
Stage

The experience

becomes the
relationship!
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THE Repeat
Stage

The experience

becomes the
relationship!
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THE Repeat Stage

Continue Relationship

Continually update
customer emaiil
addresses for future
marketing.

USE TAGGING!!
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THE Repeat Stage

Continue Relationship USE AUTOMATION!!!

Cross Marketing: Homeowner is low hanging fruit for additional sales:
 Gas Fireplace?
» Candidate for Gas Grill, Gas Fire Table

e @Grill Sale?
» Candidate for Patio Furniture, Outdoor Fire Feature

 Hearth Appliance?
» Additional appliance in another room (bathroom, kitchen, outside)
» Service and/or Warranty Plan

UBG BU 2023 GOOD MARKETING GROUP
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THE Repeat Stage

Communication: Stay in the forefront of th€ir mind...

e Monthly enewsletters

e Upcoming Sales/Promos

e Community Events

 Public Relations —identify a local cause to support that is relevant
¢ (ie. Habitat for Humanity)

e Additional Touch
v Anniversary of completed project — request updated photo and

testimonial of experience since new fire appliance was installed

v’ Holidays — request a photo of decorated new fire appliance




THE Repeat Stage

Find More Like Your Best

SnapShot: Use your customer list...
e Demographics

e Geography

e Purchase Levels

v" Type of purchase - $5$ - $5,555
v Repeat Customers

UBG BU 2023 GOOD MARKETING GROUP
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THE Repeat Stage

Find More Like Your Best

Marketing Efforts: Determine ROI...
e Purchase qualified list
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Create
THE Repeat Stage Audiences

Find More Like Your Best

Marketing Efforts: Determine ROI...

e Purchase qualified list

* Direct Mail, Facebook Advertising, Google Ads
* Frequency!

UBG BU 2023 GOOD MARKETING GROUP
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Your Experiences Visit Our
Your Questions BOOTH #104

info@GoodMarketingGroup.com

(484) 902-8914
UBG BU 2023 GOOD MARKETING GROUP
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