(YOUR COMPANY) POLICY LETTER
REPEAT CUSTOMERS
When our company is doing a job for someone, the chances are good that we have already done work for this same customer at an earlier time. At least (__%) of all (Your Company) work comes from repeat customers.

Repeat customers are valuable. Not only do they keep calling us every time they need more work done, but they also refer us to their relatives, friends, neighbors, and business associates. And when we do work for these new customers they can become repeat customers, too.

THE COST OF PROMOTION
Promotion (getting people to become aware of our company so that they contact us about doing work for them) is vital to the survival of (Your Company). There are many methods of promotion, and all of them cost our company various amounts of both time and money. Some kinds of promotion can be very expensive. 

One of the least expensive kinds of promotion - and probably the best in terms of producing profitable work - is simply getting a customer we are already working for to ask our company do more work for them. All we really need to do to make this happen is make customers feel that we did a good job on the last job we did for them.

WHAT CUSTOMERS LIKE
All customers have a problem and they want our company to solve this problem for them. The problem customers have is that they have a job that they want to get done, but they are unable or unwilling to do this job themselves. What customers want from our company is for us to solve this problem for them by doing the work for them.

In exchange for having our company do the work for them, they are pretty much expecting to do only two things:


1.
Give us the necessary information about the work they



want us to do.


2.
Give us money for doing the job.

That is all a customer really wants to do in order to get the work done. So the more our company takes care of everything else related to the job, the happier a customer will be.

The customer generally looks upon any job they have hired us to do as an inconvenience to them. So the less this job interferes with their lifestyle, the more they are going like it. They don't want to have to deal with problems like having to wait around for the Technician to show up or worrying about whether or not the job was done correctly. These kinds of things are problems to them, and they have paid our company for solutions, not problems.

If we want happy customers who will want us to do work for them in the future, and who will refer us to new customers, we must be sure to make them feel that we are giving them solutions to their problem, not more problems. The (Your Company) office has a whole list of things it does to keep our customers happy. 
Here is a list of things that our Technicians can do to make a happy customer:

1.
Technicians arriving on job at the agreed upon time.

2.
Professional appearance of Tech.

3.
Cheerful attitude of Tech.

4.
Customer able to communicate easily with Tech.

4.
Competence of Tech.

6.
Quality of the work.

7.
Value for their money.

If we do a good job on points 1 - 7, we are going to have happy customers who want us to do their future work and who refer us to other customers. And this is definitely a good thing to have happen. Four out of five field technicians are working here now because of repeat and referred customers.

(Your Name)

