Deborah Barry

In the mid-"80s, | had a boss who insisted,
“These facsimile machines, just a fad. Funky
paper, hard to read. Not interested.” Needless
to say, fax technology in fact transformed

his operation and ramped up customer
satisfaction to new levels.

After decades working with businesses large
and small, I've observed how even successful
people frustrate themselves needlessly. Here
are my recommendations proven to improve
your day—and your bottom line.

» Work without interruptions. Return phone
calls only at 10,2 and 4 o'clock; ditto for
emails. Discipline breeds productivity.

» Call your own phone periodically.

Walk a moment in your clients’ shoes.
Your telephone menus (press “one” to
complain, press “star” to hang up) and on-
hold messages are part of your customer
relationship. Make them relevant and
helpful.

»

»

»

»

»

Leave brief messages. Communicate only
one phone, one email address. It’s just a
message, not your life history.

Spell it—slowly. “That’s ‘Barry, ‘B’ as in boy,
A'as in apple, ‘R-R-Y’” Even simple names
can be hard to hear. Repeat essential
information, especially if you are calling
from a cell phone.

Show up. Put meetings, events and
deadlines in your online or cell-phone
calendar.Then check your schedule
periodically (10,2 and 4 o'clock) seven days
a week.

Follow up in writing, and never depend on
your computer to store documents forever.
When in doubt, print it out. “Paperless
office” is a marketing term; hard copy is a
butt cover.

Jokes, chain letters, pranks, round robins,
by mail,email or fax ... not so much.
Invest in technology. Having a laptop,

a high-speed Internet connection or a

cell-phone data increases productivity.
Also take advantage of industry-specific
software, and subscribe to technical
service and support contracts. Make your
business motto “Always on.”

Outsource. Dentists shouldn’t do their
own payroll, bookkeepers shouldn’t drill
their own teeth. Nor should your nephew
maintain your electronic systems.

Use a “secret shopper.” From a sticky
doorknob to that wastebasket that never
gets emptied to the unknown material
making your countertop sticky—every
little detail has a meaning all its own.
Visit your competitors, in person and
online. Focus on the customer experience,
not the products or services.

Take vacations. Instantaneous: Put your
watch in a drawer. Simple: Spend one
weekday a month on errands and doctor
visits. Essential: 20 business days a year
out of the office—and “not available.”
Employees, too.

(continued on p.16)

THERE ARE SOME THINGS YOU CAN CUT BACK ON...

BUT YOUR FAMILY’S VISION
SHOULDN’T BE ONE OF THEM!

Visit Spex for unique frame and sunglass lines,
experienced opticians and eye doctors, and
attentive customer service.

We look forward to serving you and your
family’s eye care needs!

Painting interior/exterior
Restoration
Older home care

Spex

(formerly Eyeland of St. Johns)

Plaster and drywall

Wall coverings

Decorative finishes, murals
Bath remodeling

Kitchen remodeling

Home maintenance
Construction...all phases

SUNGLASSES * EYEGLASSES * EYE EXAMS « CONTACT LENSES
1819 St. Johns Ave. « Highland Park « 847 266 6400
wwuw. spexc/az’mgo. com
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http://www.paintjar.com
http://www.spexchicago.com
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Summer’s here, and the time is right Central Avenue, First Street, Second Street, This year’s Sidewalk Sale will be enlivened by

for shopping in the sun while you snag great Elm Place, and Sheridan Road will be lined the Chamber’s first-ever “Highland Park’s Got
bargains from your favorite Highland Park with merchants offering a great selection of Talent!” contest, held Thursday from 11am to
shops and boutiques. Mark your calendar for bargains. Refresh and “refuel” at one of the 1pm, and Friday from 2 to 4 pm. The contest's

Thursday, July 23, through Saturday, July 25.The many local restaurants in Highland Park or visit
Highland Park Chamber of Commerce’s annual the Sidewalk Sale Food Court in Port Clinton

final judging will be Saturday from 2 to spm.
Celebrity judges include radio personality
Melissa Forman from The Lite 93.9 WLIT. Win

Sidewalk Sale will take place each of those days | Square to build your shopping stamina. great prizes. See the Chamber’s website www.

9 to 5 pmin downtown Highland Park.
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chamberhp.com for more details on the contest.
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