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     SHANA GROSECLOSE:  Hi, my name is Shana Groseclose.  I am an independent consultant, and I live in Portland, Oregon with my husband and houseplant.  Arbonne landed in my lap almost ten years ago, just after I had returned to the United States from three years in the then Kingdom of Nepal where I worked as a health educator, specifically in HIV prevention, in anti-human trafficking projects, and diabetes and reproductive health education.  Needless to say, I was ready for a facial when my sister-in-law invited me to her Arbonne party.  

My background is in emergency medicine and medical anthropology, which was thrilling and unpredictable, so the concept of being in control of my schedule was very appealing.  Like most of you, I had never run a retail business before, and had lots to learn about building an Internet-based global business.

Statistics taken from Customer Thermometer showed that 80% of sales are made after the fifth touch, and a mere 5% increase in customer retention can increase profitability by 75%.  That is because it is so much easier to sell to current clients who love Arbonne than to engage a new client; almost ten times as easy.  And repeat customers spend 33% more than new clients.  Despite these powerful statistics, almost half of sales people, that is you and me, never follow up, never, and only 10% who do make more than three touches.  Now remember that 80% of sales are made after the fifth touch.  Therefore it is critical to institute a system that encourages you to reach out to your clients at least five times.  I know that sounds like a lot, but bear with me.  These touches each take five minutes or less and will create happy, loyal clients.

One of the hardest things we do in this beautiful business is launch.  Those first few exciting days when we are full of dreams and butterflies but short on experience.  Do you remember the exhilaration and fear when calling your friends, your sister, maybe some former coworkers and a couple of neighbors?  Didn’t you feel good after you made your first call and did not burst spontaneously into flames?  Attracting a new client costs five times more than servicing an existing client, so go the extra mile to create strong relationships with happy clients and make that work worth it.

I have mentioned that I have been with Arbonne for nearly ten years, and in that time I’ve had at least failed follow up system.  The binder that got too heavy and stuffed with papers, the accordion file that I could not figure out to sort by alphabetical order or by month, the searchable, sortable spreadsheet that I rarely remembered to update, the scribbles on my paper calendar, the post-it explosion on my desk, you get the picture.  Perhaps this is the very reason why only half of us follow up consistently.  

Now I am a paper and pencil girl.  Actually I am a paper and seven colors of pen plus highlighters kind of gal, but that requires me to carry stuff with me all the time.  I am also recovering from cancer treatment that makes remembering things very difficult.  So embracing a digital follow up system that automatically builds my to do list for the day and pops it on my electronic calendar has been a huge help. When I wake up in the morning my list of follow up calls is ready for me.  All I have to do is pick up the phone.

I use two services that make this possible.  The first is a Client Relationship Manager, or CRM, or Client Management Service that analyzes data about your clients order history so you can provide better or targeted customer service and thus, grow your business.  There are several really good ones on the market.  Ask your NVP which system they use and recommend.  I will share with you some highlights that I love about the service that I use.  Number one, from the dashboard I can see all of the follow up tasks I have for the day.  It might be a renewal date for Anna, David’s birthday, a reminder to call Tina about hosting, or time for Susanne to reorder that RE9 eye cream that she loves.

The second thing that I love is that each client’s profile page shows their contact information, their client, preferred client, or consultant status and ID number, who referred them to me, usually a presentation host or hostess, the last contact I had with them, their year to date sales with me, and how much Abronne they have purchased in the last quarter.  You might be very surprised by these numbers.  I can scroll down further for notes I have taken, such as likes, dislikes, languages spoken.  This is key information for me.  I will know who to call when Arbonne launches in a country where that language is spoken.  I can also see what items they have ordered, expressed interest in, and any referrals they have given me, and of course, I can see the list of follow up tasks that I have for them specifically.

The third thing that I love about this system is that I can access all of this information from my computer, tablet, or mobile phone, so I never have an excuse for not following up, and my client contact numbers are right in my hand.  I do have to manually input this information for each client, but this is just part of my routine with every new client.  I stir up a fizz stick, and enter this data the day after I meet each person, whether they ordered or not.  This information comes from their client care card, which they filled out at my party, presentation, event, wellness workshop, whatever your team calls them, and of course from their order form.  I might also make note of something specific about them, such as fabulous, easy laugh, or works at a bank, or gorgeous red hair.  This information triggers my memory when I call in a year to remind them to renew their preferred client account.  Those notes can really help when you have hundreds or thousands of clients.

The second important service I use for following up with clients is an email marketing service.  It is easy in your first few months when you already know or have contact information for your client, but imagine in six months or six years when you have hundreds or thousands of clients who are friends of friends of friends of friends.  Again your upline VP will have an email service that they love and use, and I will share a few highlights about the service that I use.

A good email marketing service can reach all of your clients who have opted and consented to receive email communications from you, and this consent is very, very important.  I ask for this permission on my client care card in order to steer clear of any anti-spamming laws.  Any business marketing email you send in mass must an opt out or unsubscribe option.  This is also why sometimes your Yahoo, Gmail or Hotmail accounts will not send that email that you painstakingly put together and tried to send to all of your clients.  Consider investing in an @myarbonne.com email address for added professional legitimacy.  

I use my email marketing system in much the same way, plus it offers some fabulous extras.  I can build loyalty, trust and brand awareness by sending beautiful, professional emails to all my clients, or just my clients that have expressed an interest in something specific without having to copy and paste into a dozen emails, or bcc tons of clients and hope that I remember them all.

Imagine being able to click send once at GTC and have all of your clients receive an email about the brand new products with the link to your Abronne shopping site, complete with your ID number right there, so they do not have to dig through old emails or text you for it.  Imagine waking up in Las Vegas the next day and having volume in sales that happened while you were sleeping.  No more frantically sending texts while walking to sessions, no more looking up clients ID numbers, or scribbling credit card numbers and racing around looking for Wi-Fi.  How many times have you sent the same “thanks for your interest in Arbonne’s 30-day to healthy living and beyond” email?  And what about the welcome to our Arbonne email with links to your specific training page, the calendar for nation events, etc., etc.?  This service allows you to build standard stock emails that you send a lot, or that you send end to end, complete with seamlessly embedded videos, links, documents, a sleek “click here” button to make acting on this information super easy.  You can also sort and send to refined interest groups.  For example, any clients who express interest and used baby care products got an email from me when Arbonne reformulated those products in 2015.  Do not panic if you are feeling overwhelmed.  You can import nearly all of this existing information into both services in a jiff, and just add new clients as you need them.

Good follow up starts when you meet your clients by setting the expectation that they will hear from you.  When we meet, I tell my clients that I will follow up with them a few times in the first month or two to make sure that we have chosen the right products for them.  I tell them that Arbonne has a 45-day money back guarantee, and to expect that I will call to make sure that they are happy with their purchases before that guarantee expires.  I add that I want their experience with Arbonne to be superb, and plan to provide them with exceptional customer service.

When we first get started with Arbonne, we typically share with our closest friends and family, and that can feel strange.  I told my clients that it is going to be awkward for me, but sometimes I would call and say, “Hello sister, this is your Arbonne gal calling.”  And even now, almost ten years later, I call those long-time clients and old friends and family and I say “Hi mom, this is your Arbonne independent consultant calling to conduct some business.” We discuss Abronne’s latest incentive or her renewal, and then we move on.  We always get a laugh out of it, and I feel that they respect me more as a businesswoman because I set this expectation up front.

Okay, so now that your desktop is setup, and your clients are expecting to hear from you, how do you actually follow up?  What do you say?  If you are a note taker, I will be talking about the seven touches to successful customer service.  In this scenario, let us assume that I am working with Jane, a brand new preferred client who just ordered a Re9 anti-aging ASVP set at Kate’s party.  Touch number one is the thank you card.  The same day, or as soon after meeting them as possible, I write a handwritten, Arbonne branded thank you card.  This is so important.  Who gets real mail anymore?  I promise you will make their day, and a very good impression.  These cards are available via the Arbonne print boutique, and I highly recommend investing in the thank you cards with your photo.  Again this triggers their memory and makes your relationship a little more personal.

Your first touch is about solidifying the Arbonne brand, logo, and your name in their mind.  Some people love to text and that is great, but take the extra step to establish your name and brand as something really special by dropping an unexpected card in the mail.  I often treat myself to coffee while I write these.  I always get a compliment when I write these because hand written letters are rare and special.  And that gives me an opportunity to talk to someone new about this business.

Now this thank you card can be as simple as, “Dear Jane, I had such a nice time getting to know you tonight at Kate’s party.  Thank you for your order.  I just know that you will love your Re9 anti-aging system, and I look forward to your feedback.  I will follow up in a couple days to make sure that your product arrived in good shape, and answer any questions that came up after the presentation.  I appreciate your business so much and look forward to talking again soon. Cheers!  Shana.  P.S. your 20% off preferred client ID number is 1234, etc., etc.”

Touch number two is an email with their ID number and your contact information the very next day you hit send on a personalized stock email that says something like, “Hi Jane, it was great to meet you yesterday at the Arbonne presentation.  I will follow up with you in a couple of days to make sure that your product has arrived safe and sound, but wanted to make sure that you had my contact information in case any questions come up before your new Arbonne products arrive.  I have also copied some of the highlights of our preferred client program.  You’re membership saves you 20% off every order for a year and you earn rewards toward your refills.  See the box below for details or check it out on our website.”  Again this prebuilt stock email plugs in change name and ID number, and she receives a beautiful email with links to my Arbonne.com website, my business Facebook page, my telephone number, and email.  Again I am reinforcing my name and Arbonne’s brand.

If your client has ordered nutritional products, you might send them the link on Arbonne’s website to the downloadable 30-day to healthy living and beyond guide, or invite them to a Facebook support group, or maybe send one protein shake recipe.

Touch number three is the get-it call.  About two days after their products arrive, I place my first call.  Now guys, I never deliver products.  I run a global business.  I do not want to deliver product.  That is why we pay UPS to do it for us.  I also prefer them to receive their Arbonne products in Arbonne’s beautiful brown box that reinforces our carbon neutral shipment standard.  And the real reason is that every single box comes with two real Arbonne stories.  That is free advertising to your new client about this business, and when they reorder they will hear two more success stories.  That is brilliant.  

So this first phone call is quick and simple.  It sounds something like, “Hi Jane, this is your Arbonne gal Shana.  Hey I do not want to keep you on the phone, I know you are busy, I just wanted to make sure that your fabulous new Arbonne products arrived on time and to thank you again for your order.  I will follow up again in a few weeks to make sure that you love your products and wanted to make sure that you have my telephone number in case any questions come up.”  That is it unless they have questions, and if they do, suggest that you meet for coffee so that you can answer them in person.  This call should be very brief.  Most often people are surprised and delighted that you took the time to make sure that their products arrived.  So make a note in your follow up system that you called on this date, you’ll then know that you completed touch number 3, and you are halfway to a lifetime client.

Touch number four is the love-it call.  About three weeks later, you will call Jane to see if she loves her Arbonne products.  Your team may train on two days, two weeks, and two months.  The exact number of days is not important though there is magic in the margins.  The act of following up is what is key to success in client retention.  Every Arbonne product has a life cycle.  A bag of our delicious protein powder usually lasts about a month.  The Re9 night cream is closer to four months.  The lifespan of your products drives some of your follow-ups.  Until Arbonne system has every bell and whistle your client management service can help track those details.

Okay, so this call will sound something like, “Hi Jane, this is Shana your Arbonne independent consultant calling to check on you.  Do you have a quick minute to chat?  Great.  So I wanted to hear what kind of results you are experiencing with Arbonne skin care?”  Let her talk.  Respond appropriately.  Then close the call with, “I want you to be thrilled with your purchase and Arbonne has a 45 day money back guarantee to make sure that you’re happy keep enjoying your fizzie’s and I’ll call you a few days before that guarantee expires.  Before I go, is there anything else that you wanted to try but could not buy at Kate’s party?  I might have a sample that I can send you.”  This is your opportunity to share another product line with your client.  “Okay Jane I will pop that in the mail, or would you like to meet for a quick coffee or tea?”  If yes, make a date and close the call.  As ENVP Lisa Voorhees always said.  You bring things to the best possible conclusion.  You are just closing to the next call or touch.  So finish your conversation with, “Thanks for taking my call Jane.  I am so pleased to hear that you love your Arbonne product.  I will check on your again in a few weeks before that 45-day guarantee expires.  You got my number.  Call me if you have any questions.  Bye-bye.”  

And what if you get a voicemail?  Go with, “Hi Jane, this is Shana your Arbonne independent consultant calling to check that you are having a great experience with your new product.  We have a 45-day money back guarantee so if you are not thrilled we can exchange or whatever to make sure that we find the right fit for your skin.  I am sorry I missed you and I will try back in a few weeks.  If you have any questions you can reach me at,” Insert your telephone number here.  Please do not be afraid to mention our 45-day money back guarantee.  Arbonne has such a teeny number of returns.  In almost ten years, I think I have only had two returns.  I have exchanged a handful of lipsticks, but every time clients were shocked that they could simply trade them in.  My client got a lipstick they loved, and I got a happy client.

Touch number five is the results and referrals call, and it is just that.  You are calling to get their feedback on the products, and to ask for referrals.  It is as simply as, “Hey Jane, it is your Arbonne rep again.  I wanted to see what kind of results you are seeing with your skin, and ask if there is anything else we could help with?  Is there someone you thought of at Kate’s party who might enjoy hearing about the Arbonne difference or business opportunity?  I would love to share a sample with them or treat a few of your friends to an experience like you had at Kate’s.  Would you consider getting a few folks together around your kitchen table in the next few weeks?”  This is your opportunity to book a party with them.  

By this time you have spoken with or left messages for, Jane, three times.  You are feeling familiar and likeable and because you keep your word you are perceived as trustworthy, and we all know that people do business with those that they like, know and trust.  And if you have not been spectacular with follow up in the past, call your clients, ask for grace and say, “When you know better you do better, and I sure have learned a lot in the past few months.  I should have followed up with you ages ago and I am so sorry.  Will you give me a chance to redeem myself?”

Touch number six is the shake your bottles refill call.  This is the fun one.  The one that marks your near graduation from follow up school, and makes all the work worth it.  The timing of this call is based upon whether your client uses a quick refill nutrition products, or skin care that lasts longer.  Since our example client, Jane, is using our Re9 Advanced product, this refill call will come about three months after her first order.  Your nutrition clients will probably already have refilled, and you can use this as a referral request call, or to introduce them to our fantastic skin care, cosmetics, body care, or baby care line.

Okay, this last call of the series sounds like, “Hi Jane, it is your Arbonne gal Shana again.  Shake your bottles baby, is it refill time?  I find that the Re9 system lasts about four months, and I know you love it so I do not want you to run out.  Hey are you near a computer by chance?  Can I show you how to refill when the time is right?  That way if you realize in a panic at midnight that your serum is almost empty, you can hop online and order a replacement.  And remember because you are a preferred client, you get 20% off everything you order.”  This is when follow up pays off.  If they are in front of a computer, walk them through your website, help them log on for the first time with their ID number.  They will see your name and face on the landing page and discover how easy it is to order online.  Whether they are in front of a computer or not, I finish with, “I will just shoot you some instructions for self serving that way we do not have to play phone tag when you need something.  It has been such a pleasure chatting with you, Jane. I hope it is okay if I reach out occasionally with specials and new products that I think you might like.”

With touch number seven you email instructions for online ordering.  Send this as soon after your call as possible.  Again, I have an email ready to go with the online ordering steps laid out with a link to my Arbonne website, with their ID number, and a few high quality-marketing photos pulled from the source.  This email reinforces the Arbonne independent consultant logo, our brand, and is an easy reference point for your client to go online when their product supply gets low.

So congratulations, you have just created a self-serving, independent client.  I love when I log into my Arbonne dashboard and have more RV/QV because a happy client has ordered online.  I cannot wait for you to experience that same happy rush.  This, this, is the power of residual incomes.  Doing the work once, well seven easy touches, and getting paid every time they reorder shampoo, or refill their protein powder and eye cream.  You are not completely off the hook, of course.  You will still follow up on each client’s birthday and renewal date with a phone call, a pretty text or an email.  Make it a point to check your PC renewals and rewards at the beginning of each month, and call or text to remind folks of their ten, twenty, sixty-dollar voucher on top of their 20% discount.  I randomly send another hand written thank you card at least once a year for long-time clients, and my preferred clients get a fresh catalogue in the mail with a sample from me every year after GTC.  My best clients, and any consultants who could not come get a postcard from Vegas.  These little touches make people feel remembered, special, and create loyalty to your brand and your business.  I hope this has been a valuable follow up for you and I wish you great, long-term success in Arbonne.

     There are no guarantees to income, and the success or failure of independent consultants depends on each independent consultants own skills and personal effort.  You should not rely on the results of other consultants as an indication of what you should expect to earn.  Actual income results of all Arbonne independent consultants for the preceding year are contained in Arbonne’s independent consultant compensation summary, ICCS.  You may view the consultant compensation summary on Arbonne’s official website at arbonne.com.
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