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	Dum Dum Wrappers
Chuck Shepherd?s News of the Weird (Jan. 26, 2003) hits the mark once again. According to Shepard, the Jan. 4, 2003 edition of the Arkansas Democrat-Gazette carried the following story: 

Michael Brown, 33, was arrested and charged with burglary in Marked Tree, Ark., in January. The charges noted that Brown entered the lobby of the Marked Tree Bank and hauled off a clock radio, CD player and a handful of Dum Dum suckers. The Dum Dum suckers were given to customers' children. Security cameras recorded the theft. The next morning, police followed a trail of Dum Dum wrappers down Frisco Street, across the railroad tracks, and into the mobile home park where Brown lives. The arrest was executed.

This story reminds me of some things firms do. Like Brown, they realize their own foolish mistakes after it is too late. Once caught, it's difficult to make things right. 

REPUTATION STUDY

As part of a strategic plan facilitated by The Longview Group, I have been conducting a "reputation study" for a growing Midwest organization. I am phoning clients, lost clients and prospects and asking them some simple questions about this firm. This firm prides itself on outstanding client service; indeed the interviews have verified its intentions. It will be great to deliver a report that proves that its reputation for client service is fact and not hope. 

However, like every firm, along the way there were a few DUM DUM WRAPPERS. 

THE LITTER LEFT BEHIND

A former employee did some poor things. It was not good. Some folks still remember. Some clients don't know the fellow is no longer on the payroll. When asked "what do your peers have to say about Firm XYZ," I learned that a report was late, from several interviewees. 

We all know that a single comment does NOT make a trend. But when you hear some version of a comment several times, there may be a Dum Dum wrapper on the scene. 

LITTER PATROL

This firm now knows that it has a few Dum Dum wrappers to clean up. Not many. It will clean up that litter with some simple public relations and a few direct mail pieces.

THE OTHER MESSAGES

Besides being able to pick up some Dum Dum wrappers, the firm is sending some other messages with this study. 

Interviewees were impressed that the firm has engaged a third party to check on what it is doing right, and what needs improvement. That is a powerful message, all by itself. Clients like to know their opinions matter.

It also sends the message to staff that client service and reputation are so important that it is worth checking. It's a dipstick. Checking to see that the oil of client satisfaction is at the correct level is a good idea.

What wrappers have your firm scattered over the past few years? Your reputation is your foremost asset; check its health every now and then.

GET A HOW-TO ARTICLE

A future edition of the SMPS MARKETER will carry a how-to-do-it-yourself article I wrote on this subject. Want a copy? E-mail me at dennis@longview-group.com or go to www.longview-group.com, select "library," and then select "download." 
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Great Meetings Produce Real Results
by Jill Webb, Longview Group Affiliate

We've all been to them - meetings that seem to last forever and accomplish little. In fact, if you are a manager, you will spend half your work life either attending, conducting, preparing, or following up on a meeting. 

An effective meeting is well planned, has a defined purpose, and adheres strictly to a prepared agenda. When it is over, everyone can leave the meeting knowing something has been accomplished. 

To create this kind of meeting, make sure you set up the meeting effectively by taking into account:

◘ Is a meeting the right format for your goal? Would a voice mail, e-mail message, committee, memo or one-on-one session work better?

◘ What is your purpose? Have you thought it through?

◘ Who needs to attend and what are their roles?

◘ Did you distribute an agenda? If not, do so.

◘ Did you reserve the room and equipment?

◘ Have you created any necessary materials?

◘ Did you arrive early to check the room for any surprises?

◘ Have you planned thoroughly? Be positive, this planning ensures great results. 

(Adapted from How to Run a Better Business Meeting; A Reference Guide for Managers by the 3M Meeting Management Team, 1987 McGraw Hill)
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Going to NEOCOM WEST?
Be sure to attend Dennis Schrag's presentation at Neo Com West , Los Angles Convention Center, sponsored by the International Interior Design Association. Schrag will speak on Wednesday, March 5 at 10:30 AM. The topic: Relationship Based Selling-Client Retention.


WHAT IS THE LONGVIEW GROUP?

Seeking more efficiency and effectiveness in your professional service business? Need a facilitator for your marketing or strategic planning? Would additonal market research benefit your organization?

The Longview Group provides you INSIGHTS through training, on-the-job coaching, publications, expert counsel, and extra-hands services.
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3 Longview Knoll
Iowa City, IA 52240
319-351-6510
866-351-6510-free
319-351-6520-fax
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