
Sales & Profit: 
Referrals & 
Repeat  
Business 

THE KEY TO GETTING REFERRALS OR REPEAT BUSINESS 
This week we have been talking about all things “sales,” and today rounds out this module 
with a deeper dive into the powerful revenue generators of referrals and repeat business.   

In the grand scheme of things, getting more business from customers or clients who have 
already said “yes” to you once is much easier and much cheaper than acquiring new clients or 
customers.   

The central rule for getting referrals and repeat business is simple: deliver incredible 
customer or client experiences all the time.  Make your client or customer experience 
consistently good, also.  The more consistent and positive their experience, the more likely 
they will not only hire you or pay you more than once, but the more likely they will refer others 
to you or recommend your product or service to others.   

So your first job is to make sure that what you sell - product or service - is the best it can be.  
Focus on excellence.  Bring as much value as you can.  Think about being of service and the 
ways you can delight your clients or customers.  Don’t just meet their needs - do things that 
surprise them (in the best possible way).  Go the extra mile.  You get it, right?  This is where 
your research about your competitors pays off.  If you know what your competitors are doing 
well….and what they are NOT doing well, you should have ideas of how to distinguish your 
offerings and your client/customer experience in a way that will make your business stand out 
in the best possible way.  Find ways to innovate your delivery of your product or service, so 
that there is no other choice but you.   

The other critical way to ensure a positive customer or client experience is through 
systematizing as much of what you do as possible, so that it is efficient and cost-effective for 
your business, easy for your staff to know how to do their jobs, and predictable for your 
clients or customers - they know exactly what they will experience every time they interact 
with your business.  The added bonus of having clear systems and procedures that are the 
same every time?  You set your business up for growth.  With systems and processes that 
work, you then have an infrastructure that makes it as efficient and easy to scale (grow in big 
ways) as possible.  Without systems and processes, scaling can be chaos, and the 
inefficiencies can kill your bottom line (and maybe your business).   
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Here are some great articles that give more ideas about how to get referrals and repeat 
business from existing customers: 

https://www.forbes.com/sites/kernlewis/2012/02/02/five-steps-to-generating-better-
business-referrals/#21b002cf3dd8 

https://www.forbes.com/sites/larrymyler/2016/06/08/acquiring-new-customers-is-important-
but-retaining-them-accelerates-profitable-growth/#723b12fc6671 

EXERCISE: 

Think through the entire experience you client or customer has from start to finish when they 
choose your business.  Include when they first inquire (or get on your website).  Is every step 
of that process the same every time?  It is consistently good?  Do they get treated the same 
(hopefully positive) way every time? Does your staff have good scripts and are they trained to 
make sure your clients or customers have the same happy experience every time? Is 
communication with your clients or customers excellent and the same every time?  Is your 
website easy to navigate?  Is your product consistently good and very similar every time they 
buy it?  Big variations in quality can hurt you, and can kill repeat and referral business.   

Spend some time dissecting your customer or client experience from start to finish, and think 
through ways to make it better, efficient, predictable and the same every time.  Include how 
you can improve communication with your client or customer, and how you can encourage 
loyalty (this can also be part of a recurring payment model, or a frequent buyer bonus 
program, for example).  By doing this, you are starting the process of systematizing your client 
experience. 

NOTES: 
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ASK FOR REFERRALS: 
In addition to creating a stellar client or customer experience, there are ways you can actively 
leverage that into new business via referrals or recommendations.  The most obvious and 
most effective is merely asking for referrals.  The best time to do this is right after your client 
has a great experience with you.  This works very well for service-based businesses.  For 
example, if you provide a great service, then consider sending out an email to that happy 
client immediately following their service, and ask them for feedback and referrals.  Here is a 
sample form you can use that is particularly effective, and one Jessica has used with her law 
firm: 

Hi [NAME],  

I hope you are well! I wanted to check back in and make sure your experience with [company 

name] was a good one! We enjoyed working with you to [WORK COMPLETED]. We hope you felt 

well taken care of and satisfied with the level of client service we provided. We always welcome 

feedback so we can continually improve and so that we can properly credit those in our company 

who did an exceptional job for our clients.  

If you would be willing to take a moment and provide us some feedback, we'd be grateful! We 

know you are busy with many demands on your time, so short answers are just fine!  

1. Why did you choose [company name] for this project? 
2. Was the experience a positive one? 
3. What about the experience with us would you change? 
4. Would you recommend [company name] to friends or colleagues? Why or why not?  

5. If you had a positive experience, please tell us what about the experience you appreciated or 

maybe even enjoyed. If we did something right or made the process easy or painless for you, we'd 

love to know and potentially quote you on our website. We'd love to credit you and even provide a 

link to your website and your logo! (please include with this email if you would like us to add you to 

our client list on our website)  

Please share the details of your positive experience here:  

Thanks for taking the time to give us feedback, [NAME]! We so appreciate it and we appreciate 

your business! I hope we can assist you with future legal needs for [COMPANY NAME(S)] or any 

other venture you are a part of in the future!  

Warm regards, Jessica  
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The other option is to actually call your clients and interview them with the same questions.  
That might be much easier for them than writing out their answers, so give them that option.  
Some clients might even be willing to do a video testimonial for you, which you could record 
on Google Hangouts or Zoom.  Make sure you post any testimonials on your website, as they 
are absolutely a form on referral marketing and are very effective.   

amazon.com, Yelp and other review sites are also vital to referral marketing, so make sure you 
have a well-crafted profile on those sites, if they apply to your business, and ask happy clients 
and customers to review you on those sites.   

EXERCISE: 

Write out the ways your current clients or customers could help you with referral business.  
Make a list.  It could include testimonials, reviews, actively connecting you with another 
potential client or customer.   

NOTES: 

Next, make a list of your happy and satisfied clients or customers, and come up with a plan to 
start reaching out to each of them (ideally individually, instead of a bulk email) and asking 
them for the type of referral help you need.   

Always include in that process the opportunity for them to give you negative or constructive 
feedback too.  Never be defensive or angry if they are unwilling to give you a referral, or if 
they give you negative feedback.  Always be grateful for it and if you realize they are really 
unhappy, that is your chance to up your game by doing something wonderful to make it right, 
and possibly win back their business (and possible referrals).  You can take a very negative 
experience of a client and turn them into referral sources if you handle it correctly.  Your ego 
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should never play into those conversations, so be as receptive, kind and grateful as you can, 
and then make sure no client or customer has that negative experience again, but creating 
better systems and making sure your staff is better trained to avoid those problems in the 
future.   

NOTES: 

ASKING FOR REFERRALS FROM FRIENDS, FAMILY AND COLLEAGUES: 
Another way to get referral business is from people who are not actually your clients or 
customers, but who would be willing to refer business to you just the same.  It is smart to 
periodically ask people to refer business to you - let them know what you do and that you are 
actively looking for new business.  Ask them if they would be willing to give you 2-3 names of 
people who would benefit from your product or services.  If so, would they make an email 
introduction for you?  You would be surprised at how many people are willing to do this.   

  
EXERCISE: 
 
Make a list of the friends, family and colleagues you know who you think would be willing to 
refer business to you, either by making an email introduction, by sending people to you, or 
by sharing information about your business on social media.   

Once you have your list complete, your action item is to reach out to each of them 
individually (do NOT do a bulk email for this - it needs to be personal and one-on-one to be 
effective).  Put this on your daily calendar and work through your list.  Remember from the 
work you did on your Revenue Goals how many people you need to speak to daily (given 
your conversion rates) in order to meet your revenue goals.  You need to be actively seeking 
sales conversations daily, so make this a daily part of your routine.  
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