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Leadership p f j f 
G R O W I N G G R E E N I N D U S T R Y L E A D E R S SUPPLEMENT TO LANDSCAPE MANAGEMENT 

Show clients that you 
value their business 
BY DAN FOLEY 

1 Thank your clients. Sincere w o r d s 
of thanks and appreciat ion are 

always w e l c o m e d by a customer . 

2 Be the "best cost" provider. 

Emp loy t h e bes t p rac t i ces and 
use t h e bes t e q u i p m e n t . Don ' t over-
s p e n d your c u s t o m e r ' s money . Do 
t h e j ob r ight t h e f i rs t t i m e . Don ' t 
penal ize c u s t o m e r s w i t h ext ra cos t s 
because of your in ternal er rors . 
"Va lue e n g i n e e r " t h e w o r k w i t h 
your c l ien ts t o max im i ze resu l ts . 

3 Be empathetic and considerate. 
Think like a customer , and under-

s tand the cl ient 's si tuat ion and mind-
set. Imp lemen t the "par tnersh ip " 
approach. A lways th ink "w in /w in . " 

4 Be professional. Participate in 
industry events t o cont inual ly 

gain knowledge. Educate the cus-
tomer . Suggest n e w ideas/ improve-
m e n t s to our cl ients. Be proactive. 
Not only should you always conduct 
yoursel f professionally, your appear-
ance should say "professional," too. 

5 Embrace the "we" culture. Avoid 
t he " n o t m y respons ib i l i t y "syn-

d rome . Al l of us are accountab le for 

del iver ing on our serv ice p rom ise for 
our cus tomers . 

6 See quality from the customer's 
perspective. Cons is ten t ly pro-

duce phenomena l resul ts in t he cus-
t o m e r ' s eyes. Discover t he cl ient 's 
des i red resul ts. Fol low up w i t h our 
Qual i ty Judg ing program. 

7 Ask for feedback, listen, and take 
action. Develop and use cus-

t o m e r surveys, and ask quest ions 
such as — H o w are w e doing? Is 
there anything else you need? 

8Be reliable and consistent. Under 
p romise and over deliver. M e e t 

deadl ines. C o m m u n i c a t e in advance 
if a deadl ine needs t o be ex tended . 

9Be committed to training all of 
your staff. Don' t pract ice on 

cus tomers . 
Communicate. Communicate. 

I The best commun i ca t i on is 
face to face, but don ' t hes i ta te t o 
use the phone, e-mai l or news le t te rs 
either. Train c r e w leaders t o del iver 
cus tomer v is i tat ion reports on every 
si te visit . Remember , c o m m u n i c a t e . " 

Dan Foley is owner of D. Foley 
Landscape in Walpole, MA. 

"There are two primary choices in life: to accept 

conditions as they exist, or accept the responsibility 

for changing them." 

-Dr. Denis Wait ley 

From the front lines 
Train your employees on 
importance of service 

To deliver except ional cus tomer 
service, every emp loyee in 
every depar tment f r o m top to 
bo t tom m u s t understand the 

impor tance of that serv ice and buy 
into a company 's ef for ts to achieve it. 

Architerra, based in Indian Creek, IL, 
takes employee training seriously, but it 
wasn' t until 2000 that ownerTracey 
Lester realized the need to train em-
ployees on h o w they relate to clients. 

The company joined JP Horizons' 
Training Challenge program w i th a 
steadfast vision for success. 

" W e knew w e wou ld be faced w i th 
eye rolls and deep sighs w h e n w e 
pitched it to the bunch, only because 
w e had tried things in the past but the 
fol low-through was lost," says Lester. 
" W e held f i rm to our commi tment , and 
awesome things started to happen." 

Crew leaders became more in-
volved w i th clients, company commu-
nication strengthened and employees 
developed training ideas. N e w excite-
ment and leadership was prevalent 
throughout the company. 

Architerra has created a training cir-
cuit to let employees know how they 
can improve and g row wi th in the com-
pany. Employees gain confidence in 
their skills and their potential, and c rew 
leaders gain trained individuals. 

"This program wil l help us obtain 
our main goal, which is to provide the 
best in client satisfaction, quality serv-
ice and overall performance," Lester 
says. • 
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