Piano Customer Selling System

—) Qualification = Follow Up = Closing = Referrals « Trade Ups

FnonTLIn A Guide For Piano Sales Professionals

INTRODUCTION

Sales professionals use the Customer Frontline™ selling system to close more piano sales three ways...

Documented Customer Qualifications
Automated Prospect Follow Up & Closing Strategies
Referral Customer Network Database

This guide will help you implement the Customer Frontline system into your daily selling activities. People who
follow this guide close more sales and build stronger referral networks. You will find selling tips, shared by
other piano sales professionals, notated with “$” throughout this guide.

@

Starting With The AlIMsi™ Customer Record

In many cases the shopper who visits the Piano Department to buy a piano might already exist in your AIMsi
system if a pervious purchase has been made from your company. A piano shopper who fits this qualification
will have a partial record in Customer Frontline, as illustrated below.
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The information fields highlighted in yellow display the customer information already entered into the AlMsi
system. These data fields should remain as they are. You will populate the blank fields in this screen along
with additional fields on the Profile 1 screen in order to document the qualifications, conditions and follow up
customer contact strategies needed to close a piano sale with this customer.
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Two Additional Customer Screens

1. Each customer record in Customer Frontline has two additional screens that you will use to plan and follow up
with piano customers. The Profile 1 tab is shown below, it is organized to identify the destination piano the shopper
is most qualified to buy. These data fields serve as part of the qualification outline to help organize customers by
certain shopping attributes. As shown in the sample below, the fields on the Profile 1 tab display a quick review of
this customer’s qualifications to buy a piano.

" - Customethg Personal T @l NotesTm Contactﬁ]’ﬂ AfmSi 1'__, Profile1 I"_. Profile2 ]"'n_g Acti\-'itiesT 3 History]’w Email]

& | Custom Fields customer # Mame Household I:l
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— 1 through 20 |61 579 Ay, | |.Jeremy Abbey = | |ABBEY D <%

Price Range® | 1) 15,001-25,000

Player Mame |,Ja|:|:||:|

Price Proposal | 19450 Buyer's F. Mame |_Jane

|

| |

| |

New - Used" | Yas | Occupation | Engineer |
Brand* |Yamaha | Ltr Signature | Al Slivinski |
Finish-Color* [P Mahogany | Piano Teacher |Renee Piano |
Model | c2 | Referral Name | Jim Technician |
Trade-In?* | New | Delivery Fee | 200 |
Trade Type® |Vertical | Invaice # | |
Brand" |Kohler & Campbell | Purch. Mo." |
Trade Value | 51,0000 | Purch. Yr." |

2. The AlMsi tab in Customer Frontline provides a list of a customer’s transaction history, as shown below. This re-
source can help provide you with background information about a customer’s buying habits, instruments played by
other musicians in the household, etc. If the customer previously purchased a piano you will find it in the transaction
history. Double click the line item to view the invoice. This information can be used to accurately calculate the
value of a pending trade in.
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Bill Type|Open ite[x]  Terms[ o] Last charge | 01/27/2007 Hold [
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1/27/2007 Invoice 1919665 CS Cash sale Kirsten ... 16.20 0.
8/12/2006 Invoice 1854755 (5 Cash sale Matt Ko... 350.95 0.
8/1/2006 Invoice 1849899 (S Cash sale Chris With 10.95 0.
3/17/2006 Invoice 1814122 (S Cash sale Mary De... 14.90 0.—
12/29/2005 Invoice 1771671 (S Cash sale Mary De... 24.90 0.
1729543 (5 Cash sale Mauree... 27.90 0.
10444 5 Cash sale Bobby E... 2233.00 0.
1594552 CR Credit invoice Bobby E... -245.00 0.
- meman 3 rtaita manr wine o_’l_l

A double mouse click will display the invoice for this previous piano purchase.
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Adding a New Customer Record in Customer Frontline

There are two ways to add a new customer into the database: through AIMsi or Customer Frontline. Ask
your system administrator for advice on which method to use. In either case, when a customer record is

&% added in one program it is simultaneously added in the other with the same customer account number.

r"_. A new customer is added through the normal procedures in AlMsi. Notice the account number AlMsi assigns
to the new record. You will use this number to locate the same record in Customer Frontline as explained
on page 9. A new customer record is started in Customer Frontline by clicking the “New” icon in the up-
per left toolbar of the customer screen.

-

I‘:Iew

Completing a Customer Qualification Record

The two screens below show the original customer record from page 1. You will notice that the blank information
fields have been populated by salesperson BEDW to document the customer’s qualifications to buy a piano.
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Every completed data field in a customer record becomes a target “qualifier” to track customers in your database
who are qualified to buy. The accuracy and timeliness of data field entries determine the sales and marketing value
of your customer database. As shown above, the customer record for piano player Jacob Abbey provides a complete
outline of who the player is, who will pay for the piano and who could influence the buying decision. The
“destination” piano is identified with its quoted price, model and finish. And a trade-in is described and evaluated.

According to this customer record, the Abbey household has a serious piano player: Jacob. They are qualified pros-
pects to purchase a grand piano. By using the database navigation tools in Customer Frontline you will have the
tools to find piano prospects based on any combination of buying qualifications assigned to them in the customer
record. The Abbey customer record would be included when Customer Frontline is told to “find all of my best grand
piano prospects”. See page 9 for instructions to use the customer search procedure.
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Menu List Items & Definitions Assigned to Data Fields

How to select from menu lists in data fields with an asterisk (*)

An asterisk (*) at the end of a data field name indicates that a menu list is assigned to it from which a selection is
made to populate the field. A field without an asterisk will accommodate data that is key entered by you up to its
space capacity. The customer record must be in the edit mode to add or change data field information. To display
a menu list: 1. point and left click the mouse in the destination field; 2. right click the mouse, the list appears; 3.
left click a menu item, it will install to the field, the cursor will move to another field.

Click the “Save” button in the upper right corner of the customer record to save all field entries. Field entries can
be updated as needed in the future by clicking the “Edit” button in the upper left toolbar of the customer record.
The “Save” button must be activated when data entries and changes are completed on an open customer record
screen before moving to another tab or customer record.

$: selecting from a menu list makes data field entries and changes both fast and accurate when a database search
is launched to find your qualified buyers. Fields with an asterisk require an entry selected from the assigned menu
list.

Notice that the Category and Subcategory fields have down arrows rather than an asterisk, see below. Left click
the down arrow of the Category field to display its menu list. Left click a menu item. Left click the down arrow of
the Subcategory field and left click a menu item. These two fields must be done in this sequence: a Category item
is selected first. The Category selection determines the list of menu items that are qualified for entry in the Sub-
category field.

The Category and Subcategory fields are used as a general classification to identify the

Categcm,r destination piano to be purchased. Populate these two fields with the intention that they
ibeat will be used in the future to find those customers who are qualified to receive category
e ] based marketing and sales promotion announcements. For example, Customer Frontline

will find customers in your database with the field entries as displayed on the left so that
you can alert them about a limited time sale on grand pianos. These two menu lists are sourced from the inventory
classifications in your AlMsi system. Populate these fields while working on the Customer Tab, as explained below.

POPULATING CUSTOMER FRONTLINE DATA FIELDS: STARTING ON THE CUSTOMER TAB

When filling out a customer record for the first time it is critical to make the first field entry in the Salesperson*
field, located in the upper right corner of the screen. With the customer record in Edit mode you can left click the
mouse in the blank field. Right click the mouse to select your ID from the menu list. Note that once the customer
record is saved the entry made in this field can only be changed by a Customer Frontline database manager.

Next, click the mouse in the Store* field located in the upper center of the customer record. Select your store lo-
cation from the menu list.

There are three fields on the Customer Tab that require you to make key entries, these fields do not have assigned
menu lists:

1. Buyer: enter the first and last name of the person who you want identified to receive marketing and promo-
tional announcements in letters, emails, labels, etc. This might seem redundant, but the “Last” and “Name” fields
from the AIMsi customer record do not necessarily identify the main decision maker for the piano purchase. Cus-
tomer Frontline will reference this field for mail, email, etc. merges.

2. Email: this is a shared filed with AlMsi, therefore it may already be filled in. If not, enter the email you will use
to follow up with this customer.

3. CFREQ: enter the minimum number of days between follow up contacts with this customer that you want Cus-
tomer Frontline to automatically calculate when scheduling your contact follow up calendar. Do not leave a zero
in this field. See page 8 for more details.

See page 5 for details about the other three data fields on the Customer Tab. The data field attributes for the Pro-
file 1 Tab are explained on page 6.
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Other Fields on the Customer Tab With Drop Menus

CusType*

Select a customer attribute description

Item Description

Church Implies decision by committee or benefactor
Commercial Business entity

Private An individual or family

School Implies purchase order, bid, etc.

Teacher Referral source: RE in Rating field

Technician Referral source: RE in Rating field

Source*

How did you find out about our store?

Item Description

Billboard Outside billboard display

D Mail Direct mail announcement

Internet Found about the company through internet search like Google
Newspaper  Display advertising

Radio Radio commercial

Referral Another person recommended the company to the customer (teacher, tech, customer)
Road Rep Customer was referred to the store by one of the company's road reps
Store Cus Has an established purchase history with the company

TV Television commercial

Unknown Don't forget to ask!

Website Customer landed on the company's website

Rating*

Select customer's urgency to buy

Item Description

1P Have basic prospect information from store visit, remote inquiry, etc.

2P Have met the customer, made a product demonstration, low urgency to buy

3P "I would be shocked if this propsect doesn't buy a piano”, follow up plan scheduled
4p "I would be shocked if this propsepct doesn't buy a piano from me", urgent follow up
LO Lost - propsect purchased a piano from another source

ow Customer purchased piano from our company

RE Referral source, a person who tells others to buy from me

zz Propsect is no longer motivated to buy a piano

$: The Rating* field has been declared by sales professionals to be the most critical data used for pros-
pect management. This is the old school “sales funnel”. It demands a combination of intellectual hon-
esty and discipline. If the Ratings are accurate for all of your piano prospects you will find that Cus-
tomer Frontline will organize and prompt you to “advance” prospects to a closing. For example, you can
ask Customer Frontline to find all of your “3P” prospects. Then you can determine what it will take to
advance each one to a “4P” and eventually to “OW”! Or, what will it take to advance a “2P” to “3P”?
Your sales closing ratio will go up if you pay close attention to this critical prospect rating field!
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Profile Tab Fields

The fields on the Profile tab are a combination of field types with and without assigned drop menus. The drop
menu fields are identified with an asterisk at the end of the field name. The same left and right click mouse
procedures work in these fields as they do on the Customer Tab.

Fields without an asterisk are used for open data entry - simply key enter the information you want stored in
the field. These fields have a 21 space capacity (letter, numbers, blanks, etc.). Your cursor will flow to the next
data field if this capacity is surpassed.

TIP: The fields on the Profile tab are organized to help you ask the questions needed to outline a complete cus-
tomer qualification grid. This information will prove to be a valuable resource when following up with the cus-
tomer, or when searching the database for customers according to specific buying qualifications.

Field

Price Range*
Price Proposal
New - Used*
Brand*
Finish-Color*
Model
Trade-In?*
Trade Type*
Brand*

Trade Value
Player Name
Buyer's F. Name
Occupation
Ltr Signature
Piano Teacher
Referral Name
Delivery Fee
Invoice #
Purch. Mo.*
Purch. Yr.*

Content Description

Select the price range of the customer's destination piano

Enter the price quoted to the prospect, if one was proposed

Select the customer's preference

Select the customer's brand preference

Select customer's choice

Enter the model number of the destination piano

Is a trade in piano part of this purchase? If NO, skip to the Player Name field.

Select type of piano to be traded in

Select the brand of trade in; "Upright" if too old for re-sale

Enter trade in allowance

Enter piano player's name

Enter buyer's first name, this is the first name entered in the Buyer field on the Customer tab
Enter the work background of the principal bread winner in the household

Enter your name as you would want it to appear in a marketing letter sent to this customer
Enter the name of the piano player's teacher

Enter name of the person who referred this customer to you

Enter delivery fee quoted to the customer

Enter the invoice # after the piano sale is closed*

Select month of piano purchase*

Select year of piano purchase*

! The last three fields in the list above are to be filled in when the piano sale is closed. The invoice number can
be used for a quick search on the AlMsi tab to view the invoice, if needed in the future. The month and year
fields provide a customer search key to follow up with periodic tuning reminders, full trade up offers based on
certain time intervals, etc.

$: Verify that you have changed the Rating* filed on the Customer Tab to “OW”. If not, this customer will be
considered as a prospect when Customer Frontline is requested to find piano prospects who will receive future
sales promotion announcements! See page X for a review to update a customer record from a prospect to an

owner.
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Customer Contact Notes And Follow Up Calendar:

= DO - = 3 @&
3. . & O 9
F.T.I MNotes Calendar Write Internet Sale A . . A
Note fo- Duane Abbey The Customer Frontline notepad utility is designed to help you keep track of
f@ what is discussed with a customer, how to follow up and when to make the next

llowup

| contact. More details to schedule the next contact are on page 8.

Contac Note for Duane Abbey The |ist below displays the contact headers and definitions used to document
and describe the content of your most recent contact with a customer.

(I8 Alan Sli inski ™ Update Contact Dates

Date: 11/27Q07 v & Time: {04]=]:[31 [=] [pm
Procedure to enter a note and schedule a follow up contact:

Note:‘C] Customer presentation B

1. Click the “F.T.I.” button in the upper toolbar of the customer record. Click the down arrow to the right of
the Note type field.
Select a contact type that describes the nature of your contact with the customer, see list below.
3. Click the mouse in the open field to enter notes about what was discussed, etc., and what should be done
in the future to close the next sale. $: Always enter the answer to this question: “What’s next?”
4. Verify the “Next Contact Date” (see page 8) and save the note.

N

Contact Type & Description

A) First Store Visit

The customer's first time shopping in your store for a piano
B) Return Store Visit

The prospect returns to the store for another look at pianos
C) Piano Purchase

The customer purchased a piano today (second note entry combined with A or B)
D) Email sent

Copy or summarize content of email sent to customer
E) Email received

Copy or summarize content of email received from customer
F) Phone call, outgoing

Summary notes of phone conversation with customer
G) Phone call, incoming

Summary notes of phone conversation with customer
H) Out of store visit

Summary notes of a visit to the customer's location
I) Remote event prospect

Customer information obtained at an outside event
J) Remote event purchase

Customer purchased at an outside event, entering the information
K) Sent proposal

Summary notes of a proposal sent to the customer
L) Owner Satisfaction

Follow up call to a customer who purchased from your store
M) Lost Sale

Customer purchased a piano from another source
N) Other
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Following Up With Customers

$: Customer Frontline will not let you forget to follow up with a customer, provided you follow two simple
rules: 1. schedule a future contact date when making a notepad entry, as explained below; 2. click “Today’s
Items” each day when logging in to Customer Frontline.

1. Scheduling The Next Customer Contact Date

You must set a contact frequency between scheduled customer follow up contacts in the CFRQ filed on the
Customer Tab. This number is entered when creating a new customer record or updating an existing record.

The frequency value can be changed at any time when editing a

record. Enter the number of days that you want Customer Category |Pianos z 1
Frontline to count between reminders to follow up with this ) = -
customer. For example, with 14 entered in this field Customer ~ ~ubeat.|Acoustic Gri~ | WIE | 4F
Frontline will include this record in your “Today’s Items” list 14 CFREQ| 14
days after your last contact note is entered.

Contact Note for Jeremy Abbey
Notice that the next contact date is the fifth busi- "= *°° <" Y| M Update Contact Dates
ness day after the date of this note entry. Date: 05/12/2010 v & Time: [06[+])+[58 [+] [pm]~]
The next contact date can be manually set to any ... -
date you want by key entering a different date or
by selecting a date from the calendar drop menu. SIS
This will not change the frequency value on the  Memo: N\ B

Customer Tab.

14 DAYS BETVWEEN LAST AND NEXT CONTACT DATES

AN -

N
Next Contact Date: oizer2000 v ¢

2. The Daily Customer Contact Follow Up Routine

Contact

T\ Create Note

Ej‘ New Mecting
2 Write Letter
i~ 5end Email
%o Send a Fax
2 Contact data
- Print Label
~) Envelope
% Today's Items
:‘ Screen Search
) Super Search

i

\ .

2. Magic Search
g

2 Item Search

S‘,”. Opportunities

When the Today’s Items button in the left toolbar is clicked Cus- @&L.C. Date |05/12/2010
tomer Frontline will locate and gather all customers who have
your ID in the Salesperson field with a Next Contact Date that is ~ @N.C. Date |05/26/2010

equal to or prior to the day you initiate this utility. The sample
note above was saved with 05/26/10 as the Next Contact Date. Consequently, when sales per-
son BEDW activates the Today’s Items utility on that day the customer record for Jeremy Ab-
bey will be listed as a scheduled contact.

It is important to maintain your schedule of follow up contacts to prevent the Today’s Items
list from growing to an unmanageable length. Remember, Today’s Items will find all customers
that are assigned to you with a Next Contact Date that is equal to or less than the current
date. In other words, to remove a customer from Today’s Items requires that a notepad entry
be made with a future “Next Contact Date” assigned to it.

$: There will be circumstances when a customer is not qualified for a future contact. You want
to avoid unqualified customers from populating your Today’s Items list. Open the Notepad util-
ity, select an appropriate contact type from the drop down menu, such as “Other”. Key enter
a futuristic date in the Next Contact Date: 12/12/2100. It’s easy to key in, and most likely be-
yond the time that any of us will be selling pianos!
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Finding Customers in Customer Frontline

Finding customers is done with an intuitive “screen search” utility in Customer Frontline. Click “Screen Search” in
the left toolbar of any customer record. A blank screen, as shown below on the right, will appear. The data fields on
all tabs of a blank customer record are displayed with a command box on the left. The command menu list appears
when a command box is clicked. The selected command dictates how the Customer Frontline search engine will treat
the data in the selected field. Screen searches can be organized by any combination of fields. A data field is acti-
vated for a search when a command from the drop down menu, as shown below, is turned on and a selection is en-
tered into the blank data field.

Contact

71 Create Note
£ New Meeting
A Write Letter
ig 5end Email
25 Send a Fax
% Contact data
| Print Label
~) {nvelope
E T
Screen 5earch

y's ltems

L Super Search

L Magic Search

Item Search

& 5 b b b

Opportunities

= Equals

% Does not equal

'a Indudes

E’) Exdudes

& Greater than

Eig Greater than or equal to
<§ Less than

©€S Less than or equal to
@ Range

8= s in list

X Is Mot in list

u Is blank

E Exact Equals

[ customer [@ Personal [ § Aimsi | &1 Profile 1

#, Customer Frontline Screen Search

W &

W R Q

Reset Load Save Cancel Start
|Contact fields Page 1 of 6 |
& Customer (@ PersonalTpf} AimSi T*_', Profile 1 T | Profile 2 TQ AdvancedT 3 Prewew]
Name ||:| | Customer Numberlil
Househald ||:| | Add Date Salesperson®
Addressll] | CountylEl El
|D | Store*E' @L.c.pate| | 7/
City||:| | | | |D | @N.C. Date([ | 7/
G Phone||:| | CusType* ‘ | Category|§ 12 | Pianos
W. Phone ||:| | Source® | Subcat. |§ 2 | Acoustic Grand
H. Phone||:| | Buyer: “:| | ||:| |
Fax #||:| | Ema]l“] |
Interests‘D | CFREQ||:| | Mktg Camp
[ interactive Search [ Primary contacts [ additional contacts [ status flag 60375 Contacts
[ Relative dates  [J Matching contacts B Mailing flags

4.1 Profile 2 [ Advanced [

Preview ]

Price Range®

Playar Name |D

’rice Proposal ||:|

yer's F. Name |D

Mew - Used®

B

Occupation |D

Brand* | = Yamaha

Ltr Signature |D

zinish-Color* |||

Model ||:| ‘eferral Name |D

Trade-InZ* ||:| Delivery Fee |D

Trade Type* Invoice # |D
Brand® |:| Purch. Mo.*
Trade Value ||:| Purch. ¥r.*

| ‘iano Teacher |D

Example: the search commands in the screens above
and on the left will find piano prospects who are ur-
gently qualified to buy Yamaha Grands and are as-
signed to sales person “BEDW”. The screen below
shows the customer search results: three prospects
were located in the database from this search that in-
cluded the five specific customer qualifications.

Notice the yellow highlighted Search count. While in a
search mode Customer Frontline will limit your data-
base access to those records that were qualified by the
search. Click the “Exit Search” button to return to the
full customer database.

e vong o I (EEEOODDE)

) Databases v [ig @stomerl@ Personal | 711 Notes | [j3 Contacts | § AimSi [ Profile1 | £ Profile? | ) Activities [ 7 History |4 Email
3 Lonlack Mame |.Jeremy Abbey -1.| v None Market: A Customer Number 61579 -
i\ Create Mote o hold % | 0171172005 cal %

auseno 3 o W R e AR ] alesperson

5 New Meeting nEE [ p BEDW
I3 Write Letter Address 3430 W 93rd N. County Cash Customer
) Send Email Store® |North @L.C. Date [04/26/2010
25 Send a Fax : — :

city [winfield ST (1L & Zip | 60190 %] @n.c. pate [o5/18/2010
@ Contact data
1 Print Labet C. Phone | (476) 555-6577 | cusType* [private | category[pianos  [7]

U W. Phone | (476) 555-3498 | Source® | Website Subcat. | Acoustic Gr[~]  Rating®|4p

) Today’s Items ; :

e H. Phone | (476) 755-2959 “&|~ Buyer: | Jane Abbey CFREQ

&\ super Search Fax # |[ ) | Email | paby@acl.com | e .%
&
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Finding Qualified Customers in AIMsi From Customer Frontline: Database Marketing

One of the most valuable resources in your AlMsi system is found in the sales transaction histories of each customer
who has made a purchase from your company. For example, customers who purchased a piano some time in the past
would most likely have been entered into your AlMsi system when the invoice was issued. Therefore, that customer is
already accessible in Customer Frontline. The data search engine in Customer Frontline looks at AlMsi sales histories
in a variety of combinations. The example below shows a screen search entered on the AlMsi tab to find owners of
portable keyboards. Notice that 262 customers were located from the AlMsi system who purchased portable key-
boards. $: Customer Frontline has gathered these customers together so that a marketing campaign can be organized
to solicit these customers with an offer to return to the store for a clinic, lesson program, full trade up, etc.

[1} CustomerT\Q Personal | & AimSi I 1 Profile 1 T' Profile 2 T-Lg ﬁ\dvancedT L Preview

Bill type E Terms Days Past Due E

Cycle APR.

Bill AcctE CR limit

Last charge
Last Paid

Last pay 5

11
Bl

Search, Browsing 1 of 262 records.

—Item Sales: — Rental Contracts:

Item desc

D School D
Category D1g]?é|1pg?£cu1:SDate D i f tD||:| fr |
Subcat. Rented O PDrt:EEtPI{JEa{rbB:rtqu ) ‘to|D 7 |
[" Include Titles Rent TypelEl

Here is a portable keyboard purchase transaction that is listed in the sales history on the AlMsi tab in Customer
Frontline. With this information a sales person knows when the purchase was made, the price, and the invoice

number. With a double click on the invoice header Customer Frontline will display the entire invoice to provide
additional information about this purchase.

12/16/2006 Invoice 1906474 C5 Cash sale Bobby E... 179.00
Ordered Shipped Item Number Description Tax Item Price Item Total
1.00 1.00 Porteble Eeyboa RUDLEY J SEDCO 175.00

Notice the sample customer record below...three data fields are highlighted in yellow. The “Group Replacement
Wizard” utility in Customer Frontline was used to place the three field entries highlighted in yellow into the 262
customer records of portable keyboard owners. This procedure takes less than one minute. With these data fields
populated a standard screen search on any combination of these fields will find customers who are qualified for a
follow up contact because they purchased a portable keyboard. As these customers are contacted the sales per-
son who does the outreach can populate the remaining Customer Frontline fields to outline a qualification and
follow up strategy to close a future sale.

@ Customer | @ Personal |71 Notes | il Contacts | § Aimsi [ Profile1 [ %) Profile2 | % Activities | 1 History | &) Email| price Range*

Mame | Peggy Andersan 2| v Mone Customer Number 53540 “% price Proposal| |

Household | ANDERSOM P % || 1 | 08/06/2003 Salesperson® |:| New - Used® |

Address |6680 E. 44th St. Court County | SEDGWICK Brand* |

Store® @L.C. Date | / / Fim-sh_cmra| |

City | wichita B (ST |KS 2 Zip | 67226 %| @N.C.Date| / / Mode | |

C. Phone |[ ) o- | CusType® | Category| E| \ \T.rade-ln?* |

W. Phane |{ ) - | Source® | Subcat.| E ating® [ zp Trade Type* | Portable |

H. Phone | (316) 744-1679 (4| v Buyer: CFREQ| 30 Brand" |
. ; Interests _J

Fax # | ) - |@ Ermail | | v Trade Value| |
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Some Helpful Tips and Reminders to Manage Your Customer Frontline Database

When You Close a Piano Sale

Remember to update the customer record so that your new owner is not solicited in the future as a prospect.

Update the customer’s notepad. One of the entries must be “c) Piano Purchase”. Also enter a notepad line if the
customer entered the store on the day of the purchase, either a first or a return visit.

Next, update the Customer Frontline data fields to properly categorize all aspects of the piano purchase.

Customer Tab

e Category = (choose from drop menu)
e Sub Category = (choose from drop menu)
e Rating = OW

Profile 1 Tab

e All data fields on the Profile 1 tab must be verified. This data will be valuable for future marketing initiatives
such as inviting customers to clinics, workshops, etc. The Purchase Month and Purchase Year fields are critical to
manage your trade in value policies and for sending out tuning reminders. With these two fields populated a
screen search can be done to find piano owners who purchased a certain category of piano in a target price
range in a given month and year. Customer Frontline will find customers according to those qualifications so that
you can solicit trade ins as a part of a step up promotion. Many piano sales people send out tuning reminders
every six months. This has proven to be an effective way to build and cultivate a referral network because your
piano owners are reminded every six months that they purchased their piano from you at your store. People talk
to people. Word of mouth proves to be the most valuable “advertising” source that yields new piano shoppers.

2 Customer | @ Personal [ 71 Notes [ Contacts | & Amsi |©. Profilel | . Profile? | G Activities | 1 History [0 Email 8 Customer | Personal [ 71 otes |18 Contacts | § AimSi | Profile1 [ Profile? | % Acthities | 4 History [ ) Emal]

Name |Jeremy Abbey 4| « None Market: A Customer Number 61579 &, @ | Custom Fields  customer # Hame Household
- - — 1 through 20 3
Household | ABBEY D 2 ||t | 01/11/2005 Salesperson” |BEDW & ‘61 579 4HJeremy Abbey -a,HAEEEY D -a,|
Address 3430 W 93rd N. County | Dupage Cash Customer Price Ranga*||) 15,001-25,000 ‘ Player NamE|Jacub |
Store* [North @L.C. Date |05/15/2010 Price Proposal|‘|945l] \ Buyer's F. Nam8|Jane |
City | winfield ,¢|ST ‘ Loy Zip | 60190 “| @MN.C. Date |05/20/2010 New - Used’|ves ‘ Occuuah‘un|Engineer |
C. Phone | (476) 555-6577 CusType* |private | Category|Pianos |7 1 Brand* [Yamaha \ Lir Signature [l slivinski |
W. Phone |(476) 555-3498 Source® | Website Subcat. | acoustic Gr|=| Rating™ | oW Finish-Color* [P Mahogany ‘ Piana Teacher’|Renee piano |
H. Phone [(476) 755-2959 h| v Buyer: Jane Abbey cFREQ [ 180 modet[c2 \ Referral Name | Jim Technician |
§ Interests |
Fax #() - [ emailfpabyeactcom [ Tradern?[ew | osteny Fes oo |
[z [pate / Time [User [pescription [2items] (3 Note Options v 4| Trade Type [vertical ‘ Inveice #[1514598 |
1 5/15/2010 12:52:00 PM BEDW  B) Return store visit
<15/15/2010 12:52:00 P BEDW ) Purchased piano Brand” Kohler & Campbel | Purch. Mo- [May |
Purchased the (2, delivery done today. Will check on tuning schedule next week. Trade Value |S1JUUUU ‘ Purch. Y"-’|2010

7 5/12/2010 6:58:00 PM BEDW  N) Other
T 4/26/2010 12:44:00 PM BEDW  F) Outgoing phone call
Still interested to buy the grand for Jeremy, waiting for tax refund, due in three weeks. -

$: START CLOSING MORE PIANOS WITH YOUR CUSTOMER FRONLTINE PIANO SELLING SYSTEM!

Questions, Criticisms and Comments
Al Slivinski « ads@rbsolution.com « 702-897-6708

() .

FROATLIN
————
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