CONVERT COUNTER CUSTOMERS
Why would I rob Peter to pay Paul?

Many times I am confronted by a dry-clean owner about my stand on converting counter customers to the route.  Most of you are still believing that people are loyal and will never leave you.  Employees still think that the customer “love me” and would never think about using someone else.  Well, I hate to tell you this, but you are wrong.  You and I know that loyalty takes a back seat to convenience nowadays. 


This is why I truly believe that if your want your route and business to succeed; it is absolutely necessary to take your better customers and place them on the route-or at least offer it to them.  


“Why would I want to rob Peter to pay Paul?” Well, I have 10 strong reasons why.

1. Truck becomes a rolling billboard:

Branding is everything.  Getting your name and identity out there will only grow both your route and retail

2. 20-25% increase sales from your customers:
When you put your customer on the route-you will see, on average, an increase of 20 to 25% sales per person.  This makes sense as you will eliminate the chance of the going elsewhere, especially if the spouses go to different places.

3. You pick the neighborhood:
If your database is current and correct, you can locate areas you want to be in and find “clusters” of customers to build your route around.

4. Gated communities:
Many of you ask me how to get into gated communities.  Well, here you go, and once you are in, you increase your chances of building your route in these difficult areas.

5. Greater retention:
Consumers stay more loyal on the route and complain less when being service are their home of office.  Those who have routes, know that it is harder to capture someone who is on your competitor’s delivery service.
6. “Problem Customers:”
I know it sounds crazy, but put those who spend money and drives your service reps crazy.  You will find that they will appreciate you more when they are on the route and your CSR’s will be happier.

7. Expose loyalty of employees:
Ok, I cannot stand it when I here anyone say, “They Are MY Customers.” This can lead to disaster when you are trying to establish routes when your entire crew is not on board, you are destined for trouble.  

8. Inventory:
Obviously you get clothes out of your place within 2 to 3 days consistently.  

9. Great training tool for salespeople:
Allow your sales staff to learn how to sale at the counter.  This also is good during rainy days.
10. IF YOU DON’T PUT THEM ON YOUR ROUTE-YOUR COMPETITOR WILL:
If this doesn’t scare, then I can’t help you.  I have seen stores that were averaging $3000 to $5000 per week close when a competitor has swooped in a built routes around your stores.
        The goal is to capture the entire market by combining your route and retail stores.  By focusing on the overall goal-you and your staff will provide the best overall customer service available.  So how does this work? The best time to offer free pick-up & Delivery is when the customer is dropping off their clothes.
Sample Dialogue:

“(Customer Name)-Did you know that we provide free Pick-up & Delivery to your home or office.  In fact, we can have these delivered to you a no extra charge if you like”

Please Note:  Many will doubt the validity or have   concerns about the route and they often feel that there is a catch.  People don’t like change.  The CSR or Route person must inform them that we are in the customer service business and this is an additional feature.

Most Common Responses/Questions:

· How Much Does It Cost?

· Where Do You Leave My Clothes?

· Do I have to be home when you deliver?

      What I recommend is $10.00 for each store customer that is converted to the route. Make sure that CSR understands the importance of growing the route. Have route materials handy and give to the customer when they sign-up.

Key Points To Remember:

· No Minimum

· Don’t Have To Be Home

· Don’t have To Call

· Pick-up & Delivery Days

· Offer To Get Them Started Right Away

· Customer Can Still Come To The Store

· Billing Options
· Make Sure That The Customer Qualifies For The Route.
· Offer $10.00 Credit For Referrals

     The most common response from employees and owners is that they fear that the store will be drained dry and this defeats the purpose of having a store.  I am not the “angel of death” but the “angel of life” when it comes to developing routes.  The rolling billboard and the branding aspect of having sales personnel promoting both the route and the stores will lead to growth at the counter.  I have witnessed this everywhere.   
     One more aspect of converting counter customers to the route is that you can control the growth of the route.  Sometimes your sales people have bad weeks or you can limit the growth by capping conversions at 5 a week.   

    If you disagree with any aspect of this, feel free to contact me…





































































































































































