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Service Integrity Mystery Shopping is in a privileged position to see customer service
across many different industries, in different countries. We hope that by sharing our
insights, we can help further improve Sales and Service in your organisation.
These articles are a collection from my daily blog www.servicewithpurpose.net
Steven Di Pietro

Selling	
  is	
  Not	
  an	
  Insult	
  
Many clients explain that staff have a mental block
when it comes to cross selling. They used to think
service was about cuddling the customer with "How's
your father" type discussions.
While this may still be true, customers now expect to
be cross sold.
We asked shoppers the following:

How do you feel about up-selling where you are asked if you would like to buy a
bigger version or complimentary product?
The answers from 485 people were surprising!
•
•
•
•

5% said they would be insulted
14% are neutral
56% accept it as part of retailing
25% are glad to be given the opportunity

We also regularly correlate Mystery Shopping scores to shopper satisfaction. The
results are clear. High Mystery Shop scores correlate to high satisfaction scores.
Most Mystery Shopping questionnaires include a section on closing the sale and/or
cross selling. The data shows that customers are more satisfied when staff sell.
Don't be so presumptuous as to know what the customer wants.
Our job is to offer, and for the customer to decide - but give them a chance to decide to
buy.
When you talk to your staff about cross selling, share these statistics.
Often the customer is happy to hear about the offer. You are not doing them a
disservice, but doing them a favour.
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How	
  to	
  Up-sell	
  800%	
  
I recently spoke at a conference in Hobart when I was taught a wonderful lesson by a
cab driver. Just before I entered the cab he came and opened the door for me. He then
made conversation and asked where I was from. I asked the cab driver how he knew I
was not from Hobart. He just replied with a simple answer "I'm a cab driver, it's my job"
The cabbie asked about my future movements for the day. He also asked what I was
doing the next day. I happened to be flying home Fathers Day and was excited to see
the kids.
The cab driver offered to have the car
pick me up for my next three trips. I
added this in my head and he
managed to sell a $7 fare three times
and also a fare to the airport in the
morning.
Hobart is very quiet early on Sunday
morning, yet he picked up a juicy fare
without work. The total sale was $7 +
$7 + $7 + $35 = $56 a whopping
800% higher than his original fare.
How did he do this? It wasn’t his taxi cab and no one was watching. I was confused.
Barry explained that he was 'just' a cab driver, and it was his job to make it easy for me.
He also wanted me to go home with a good impression of his home state.
How do you get your employees to engage like Barry, to up-sell in unremarkable
environments?
The answer is connection. Barry is connected with his job, it has a purpose. He also has
a higher calling by considering himself to be somewhat an ambassador for Tasmania.
Barry teaches us that unremarkable people in unremarkable jobs can do remarkable
things if they have a sense of purpose. It's the organisation’s responsibility to provide
that purpose and the employees responsibility to take action.
Remarkable results are possible from seemingly unremarkable people in unremarkable
jobs.
It is possible for everyone to provide great service.
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One	
  Word	
  You	
  Should	
  Never	
  Use	
  in	
  Service	
  or	
  Sales	
  
In Customer Service and Sales environments, we are
often taught to be outward focused. We are taught to:
•
•
•

Look at situations from the Customer's perspective,
Stop worrying about ourselves, and to
Be empathetic.

These are all valid and worthwhile objectives, however
they can sometimes be over-run by the way things are
communicated, especially in confrontational environments.
The problem occurs when the word "you" is used in
customer interactions.
Here are some examples:
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Prescriptive

You have to (do this or that)

Presumptive

You shouldn't (do this), or You want

Accusatory

You breached, or You yelled

Insulting
Guilty

You didn't understand
You hurt me when

Condescending

I understand you

The condescending 'you' is often used in Sales situations to summarise the staff
member's understanding of the customer's position.
Try changing the focus by removing the word 'you' from your vocabulary
Instead of
You have to

Try this
I would suggest

You shouldn't

I would not

You breached

When the process wasn’t followed

You yelled

When the yelling started

You didn’t understand

Perhaps I didn’t make it clear

You hurt me when
I understand you

I was hurt when
I understand the need is

The ultimate way to be customer focused is to think about the customer, but internalise
what’s going on. Talk from the first person: talk about yourself, but in the context of the
customer.
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How	
  to	
  Double	
  Your	
  Revenue	
  in	
  Three	
  Years	
  
Business is flat. There are more competitors. We
are holding our own, but not moving forward. The
business doesn’t seem to be growing. Sound
familiar? Now What?
Many businesses try marketing promotions, new
product lines, new store layouts, loyalty programs,
new training programs etc etc. The list quickly
becomes overwhelming, and you never know
which one will work. Sometimes you try them all.
So chunk it down.
Revenue is made up of only three key drivers: 1) Price, 2) the number of Customers,
and 3) the number of transactions per Customer. That’s it.
Revenue = Price X No. Customers X Transactions per Customer.
Here’s where the math gets interesting. If you can increase each of these drivers by 8%
each year, your revenue will double in three years.
Let’s look at an example:
Average Price = $40.00
Customers = 6,000 per year
Transactions per customer per year = 3
Multiplying out, the total revenue is $720,000 per year.
Now the magic. If each of those three drivers is increased by 8% each year, then the
total revenue in Year three is $1,439,286 – double Year 1.
Feel free to download a simple excel spreadsheet, and input your own numbers1. The
hardest part for many businesses is actually getting the numbers. I am constantly
shocked at how many businesses don’t know, and can’t find this key data.
Now that you have chunked down the math, chunk down the management.
Give separate teams (or individuals) the responsibility for achieving 8% growth in
each. If you set someone the goal of doubling income every three years, it seems
overwhelming and they (or the team) will probably fail. Give someone (or a team)
responsibility for increasing average spend 8% each year, and you have an achievable
target.
1

www.servicewithpurpose.net
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The	
  Biggest	
  Problem	
  Facing	
  Retailers	
  is	
  their	
  (in)Ability	
  to	
  Sell	
  
Many clients ask for comparisons of their Mystery Shop Results with other industries.
Service Integrity has collated data from over 30,000 Mystery Shops to reveal the
following data across all industries.

The results are self explanatory. Closing the sale is the biggest problems facing
organisations.
Stores are well presented, and staff are polite. However, the interaction starts to fall
over when the staff member has to start recommending a product, determining needs,
and ultimately, closing the sale.
We asked Shoppers to answer paired questions where they had to choose between two
options, e.g. Select statement a) or statement b). The results were stark.
Service was chosen 9 times more frequently than Presentation. Service was chosen 3.7
times more than Location, and equally with Cleanliness. Only Knowledge was chosen
more than Service (by 1.5 times).
It is time for many retailers to perhaps de-emphasis the aesthetics, and focus on staff
and customer engagement though closing the sale.

13	
  Things	
  You	
  Must	
  Do	
  to	
  Manage	
  People	
  
Your employees don't care. They have a dead end job. You know it and they know it.
But you need them. How can you get them motivated long term? How can you get
them to care?
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If you want employees to care, then care for the employees.
The Gallup organisation in 2008 published
a wonderful article showing that the ratio of
Engaged V Disengaged employees for
world class companies and average
companies.
In world class companies the ratio of
Engaged to Disengaged employees is 8:1
whereas for average organisations, there
are only 1.5 engaged people for every
disengaged person.
So how do you change this? Here are 13 questions your staff should be answering in
the affirmative to indicate they are very engaged - the last is mine.
1. I know what is expected of me at work.
2. I have the materials and equipment I need to do my work right.
3. At work, I have the opportunity to do what I do best every day.
4. In the last seven days, I have received recognition or praise for doing good work.
5. My supervisor, or someone at work, seems to care about me as a person.
6. There is someone at work who encourages my development.
7. At work, my opinions seem to count.
8. The mission or purpose of my organization makes me feel my job is important.
9. My associates or fellow employees are committed to doing quality work.
10. I have a best friend at work.
11. In the last six months, someone at work has talked to me about my progress.
12. This last year, I have had opportunities at work to learn and grow.
13. I know why my organization exists - its purpose.
Now do two things:
1. Ask yourself. Would you like to be managed so you could answer Yes to all of
these.
2. Ask yourself. Would you like to manage in a way that your employees could say
Yes to all of these.
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Ultimately, you may wish to subscribe to email updates as
articles are posted on
www.servicewithpurpose.net
An electronic version of the magazine – with links can be
found at
http://servicewithpurpose.squarespace.com/magazines/
Thank you to all our clients for your support, and thank you
to everyone who has read the magazine. Please feel free to comment by emailing me
directly, or online.
We hope that it has provided some ideas and impetus to help keep improving Service
and Sales everywhere.
Produced by: Steven Di Pietro steven@dipietro.com.au
Edited by: Felecia Bramble fbramble@serviceintegrity.com.au
Want a magazine of your own? Contact Steven to use your own branding and
personalise which articles to include.
See the upcoming Customer Service Master Class to be held June 2010 in
Sydney on www.servicewithpurpose.net

This license lets you distribute, remix, tweak, and build upon your work, even
commercially, as long as you credit the original creation
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Feel free to pass on to your staff or friends.

