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MONDAY SALES COACH EPISODE 034 
 

 

 

 START YOUR SALES WEEK ON FIRE! 

 

Customer service is directly related to customer satisfaction, lets discuss 4 ways 

to keep your customers happy plus we will take a look at the perils of 

discounting. 

Let’s get started. 

Hello I am Peter Gianoli and this is Mondays Sales Coach connecting you 

to a community of sales champions on iTunes and online at 

MondaySalesCoach.com 

We have the site, the place where you can get all the great material when it 

comes to helping you achieve sales domination. Awesome podcasts, articles and 

social media please join us at MondaySalesCoach.com 

 

4 WAYS TO KEEP CUSTOMERS HAPPY 

 

To keep customers happy need not be an onerous task. 

If there is one thing that customers often complain about, it is customer 

service; either they found the company’s service unsatisfactory or its 
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promises unmet. The frustration with poor customer service is 

understandable. In fact, it hardly comes as a surprise, as many businesses 

and or salespeople routinely make promises that they know they cannot 

deliver. 

Poor customer service does not only translate to unsatisfied customers. It 

also results in tarnishing a company’s reputation, which in turn makes it 

tough to gain referrals. Not surprisingly unhappy customers will be reluctant 

to recommend your products and services to their friends, on the contrary, 

they will find every reason to discourage others from doing business with 

you. 

Given the extensive damage that poor customer service can inflict on your 

sales and the company in general, what can you, do to prevent this from 

happening? 

One thing successful sales professionals do is to steer clear from making 

unrealistic promises. Remember, no one likes unmet expectations. 

You can prevent this and thus keep customers happy and eager to give 

you referrals by; 

1. Never under-deliver 

If you promise your client that you will deliver something, then ensure you 

do so. There should be no excuses. Do not make the mistake of delivering 

less than what you have made your customer expect. Remember that you 

want to build a good relationship with your customer, so always keep your 

promises. 

http://petergianoli.com/10-traits-of-extremely-successful-sales-professionals/
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2. Do not overpromise 

Many salespeople make the mistake of promising too much. While some of 

them may have good intentions most of them ultimately find themselves 

breaking them. Especially, do not assure your customers of something that 

you know you would have difficulty delivering to simply make a sale. 

3. Give yourself an allowance for time delays 

Instead of giving your client the shortest turn-around possible, be wise 

enough to build in allowances for delays in delivery. You should already 

know when you can complete a certain job, but allow buffer time. For 

instance; a particular job should require ten days for completion. Resist the 

urge to promise your customer ten days, instead make it 15 days to allow 

for any delay. 

When you add in buffer time, and you turn up with your delivery earlier than 

schedule, you end up looking like a hero. Your customers will most likely 

continue to patronise your products and services and recommend you to 

other potential clients. 

4. Be realistic with your timeframe 

Salespeople meet all sorts of clients in the field, and among these clients 

are those who have an I-want-it-done-yesterday mentality. These clients 

expect you to get things done in a ridiculously short timeframe, and it would 

not do you any good to bow to their demands. 

Instead of committing to a schedule that you know you could not meet, 

tactfully help your client to understand why you need a longer timeframe 
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than the one that he or she has in mind. Emphasize that a longer timeframe 

will allow you to deliver the best quality; that should be enough to convince 

them. 

The bottom line for all these tips is this: Keep your customers happy. 

Remember that a happy customer will cost you less in the long run. So 

make it a rule to stick to your schedules. Keep your promises. Deliver on 

time. Your customers will reward you with referrals, and that will lead to 

more sales. 

So keep your customers happy and they will keep you satisfied with more 

sales.. 

 

ONLY A 5% DISCOUNT! 

 

Problem:  

The CFO was worried. For the past six months the company's margins had 

been dropping and now they were at the point where something had to be 

done. Finance had researched the situation thoroughly and the finger was 

pointing directly at sales.    

Analysis:  

Ron, the new sales manager, was brought in from outside the company to 

build sales volume. Aggressive and optimistic, he was determined to make 

a name for himself quickly. In his eagerness to increase sales, he began to 

approve his reps' requests for discounts to close deals quicker. He believed 

shaving a few points off the selling price wouldn't hurt anything, and they'd 
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quickly make it up with increased volume. Pretty soon, as his reps 

discovered that discounts were easy to get approved, they began offering 

them more frequently and they became dependent on discounting as their 

default closing tactic. Sales were increasing, but Ron wasn't paying 

attention to the bigger picture.    

Solution:  

Ron didn't realize that if a company's net profit before tax is 10%, for 

example, a seemingly insignificant 5% reduction in selling price amounts to 

a 50% hit on the bottom line. Look at the numbers. If you have a sale for 

$10,000 and the net profit before tax is 10%, that's $1,000. If the 

salesperson gives up 5% ($500) to close the deal, that's half the company's 

profit on the sale. It's real money, not funny money. On a personal basis, 

it's just like you and I giving up half the money we put into our retirement 

plan.  

 

Discounting seems so innocent; just a few cents on the dollar, but it can be 

disastrous. What seems like a minor concession to a customer in order to 

close a deal often has serious consequences for a company. If the 

company is publicly traded the analysts will downgrade their opinions of the 

company and the stock will decline, hurting shareholders and employees 

alike.  

 

Instead of discounting, learn to create value for your client so they don't 

feel like they have to ask for discounts. After all, your willingness to give a 

discount may send a message that you don't think the value is there. But if 

you must discount, get something of equal or greater value in return; 

perhaps a larger order, an accelerated payment schedule or some other 

concession.  

That concludes this week’s episode of Monday Sales Coach. If you missed any 

part of this episode go to our website to catch up. Also, make sure you connect 

with our newsletter. These can all be found at mondaysalescoach.com 

http://www.petergianoli.com/monday-sales-coach/
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That was Monday Sales Coach and I am Peter Gianoli, thank you so much for 

connecting and listening to us and being a part of our team of sales champions. 

 

 

http://petergianoli.com/booking-inquiry-peter-gianoli/

