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WHY BUILD CUSTOMER
RELATIONSHIPS?

Building positive relationships with your customers is so
Important, it helps you to connect with them on a more
personal level. It’'s about taking the time to share a bit about
you and being genuinely interested in what they have to tell
you too, it’s likely you will find some common ground. When
VOu connect with your customers it builds trust, and it’s
much easier to understand their needs and recommend the
right products for them.

Let’s take a look at some of the main benefits of building
loyal customers:

« They trust you and listen to your advice

« Youcan personalise your approach to each
individual

« Youcan make recommendations based on their
needs and wants

 Youcankeep track of their buying habits

« Customers are more likely to stay with vou

« Customers are more likely to recommend you to
their friends and family

« Customers are likely to order more frequently



BUILDING
LOYALTY

Building customer trust
and loyalty is equally as
Important online, asitis in
person. Let’s ook at how
yOou can do this.

Your personal brand

Before you can start to build any relationships, you need
to be sure of what your personal brand is. Selling isn’t just
about products, it's about you too! It's the representation
of you that others see when they look for you online, or
when they meet you face-to-face. To get this right, you
need to figure out:

« Whatamlpassionate about?
Your personal brand must reflect your likes and
INnterests.

« How canlgrow my social footprint?
If you're active on social media platforms such as
Facebook, make sure your profile, and the information

you share, reflects your interests.

« What’s my plan?
Set yourself goals and targets around your personal
brand.

« What’s my story?
What makes you unique? Why should a customer

choose to shop with you over any other Rep, or directly
with Avon®?

AND TRUST

QUALITY PRODUCTS AND
SERVICE

Quality products and
service - Engaging
customers through Avon
products and service is
easy. Product quality is
guaranteed, with a full
refund to customers who
aren’t satisfied. You can
keep your customers
informed with the status of
their order, and also thank
them for their orders, be it
face-to-face or online.

Connection and
communication - Frequent
communication will
strengthen your relationship
with your customers, keep
you fresh in their minds and
allow you to pass along
regular updates. Using
social media Is a great

way to communicate and
stay connected. This could
be through Facebook,
Whatsapp or Instagram.
Choose the one that

works for you, so you can
communicate often, and
with ease.




SOCIAL SELLIN(

There’s no doubt, the use of social media has grown rapidly
in recent years, and while this may not suit everyone, those
who do engage in social media have developed extra
avenues to connect with people and develop relationships.
Think of it as modern day relationship-building that acts as
an extra arm to your business success.

Now, it’s not about bombarding your contacts with
meaningless spam, it’s about making sure your interactions

have meaning and purpose to build loyalty and trust. If
you're already using Facebook, Instagram and Linkedin,

to name a few, then you're already engaging in social
relationships.

Let’s have a look from a consumers point of view;
« 89% of consumers begin searching for products and
services using the internet.

« Oneinevery five minutes spent online is spent on social
media.

+  You have 31% greater reach when teamed with social
selling techniques

«  91% of mobile users keep their devices within arms
reach 100% of the time

These are some great reasons to bui
your social presence.

(source Morgan Stanley)

BUILDING YOUR SOCIA
PRESENCE

If you're keen to delve into the online market, but are
worried about how much time or resource is needed, then
Wworry no more.

Your My Online Store and Avon On app can cover all your
social selling needs with little time and effort. Let’s take a
look at these in more detail.
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Shop On

TAPHERE

For more tips on building your social presence, check out
these guides on Avon Connect.

TAP HERE

AVON
DIGITAL TOOLS
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ENGAGING WITH
YOUR CUSTOMERS
FACE-TO-FACE

Being able to meet with people creates a degree of trust
and connection, where text and social messages can
sometimes create a misunderstanding. Face-to-face
Interaction allows you to share your thoughts, explain things
clearly and answer questions quickly and honestly. You

can gauge how interested someone Is in your conversation
through their body language, so you can easily steer the
conversation. Many customers prefer that personal touch,
and it can be easier to build relationships and trust this way.

The key thing to remember, is that all customers will have
their own preference to how they would like to buy products,
so offering both a social media and face-to-face service,
gives you a blended approach, and therefore a greater
opportunity to boost your earnings.

DID YOU KNOW?

/A digital only
Rep sales

on average
£100

A paper only
Rep sales
on average

£200 /

But a blended Rep (using
both digital and paper) sales
on average £400. That’s

DOUBLE the amount. /

Be sure to maximise both ways of selling to boost your
relationship selling, as well as your earnings.

Check out the Paper and Digital Brochure
guides to find out more.

TAPHERE [Si

TAPHERE

THE PAPER
BROCHURE



PROUD OF OUR PURPOSE

For over 135 years, Avon has been transforming
the lives of women across the globe.

We speak up, and speak out, on issues that matter to our
communities, we support the causes that matter most to
allow women to lead safe and healthy lives. Here in the UK,
we’ve raised more than £25million, donating to breast cancer

charities and charities helping women facing domestic abuse.

Whether you’re engaqging face-to-face or via social

media, having a conversation with your friends, family

and customers about Avon’s promises can be extremely
powerful, and a key part to building that trust and loyalty.
It’s simple to bring our purpose into conversation, one of
the ways is by sharing with your customers the gorgeous
‘products that give back’, including our small, but mignhty
pins, each month. By doing this, you could be helping to fund
CoppaFeell boob check reminders, places on a Look Good
Feel Better wellbeing and beauty workshop, or even helping
our partners, Women’s Aid and Refuge, answer calls on their
life saving hotlines and live chat.

“Sharing our charity
partners with customers
IS so important. | love to
talk to my customers
about the charities we
support, and howiIm
connected to them
personally. Sharing
awareness with others
could save a life.
Wear the pins with
pride to spark the
conversation!”

Christie Palframan
Advanced Leader

Head over to Avon Connect and search ‘Stand4her’ to
learn more about our incredible charity partners, the vital
work they do, and what you could do to help. This is where
you’'ll also find direct donation links, along with learning
tools and resources.
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ASKING THE RIGHT
QUESTIONS

Asking your customers questions is essential in developing
your relationship with them, to build your sales and
increase your earnings. It helps you to understand what
your customer’s needs are, allowing you to recommend

the right products. Your customers are much more likely to
buy if you've recommended something based on what they
have said, than if you’ve pushed a product on them that
they don’t need.

Types of questions

There are two main types of questions you can ask. Open
questions and closed questions.

Open Questions \ Closed Questions \

An open question invites A closed question is

further conversation answered with a “Yes”

and you’re more or a “No”.

likely to get a detailed

response. The gquestions usually
start with words such

Open questions start as “Do”, “Did” or “Have”.

with words such You don’t get much

as “wWho”, “What”, information from

“Where”, “When” someone when asking

and “How”, or phrases closed ended questions,

such as “Describe to but they are useful to

me” and “Explain to me™. confirm details so you

Open questions help can move on.

you to gather important

information, grow

relationships, increase

levels of trust and build

credibility.

QUESTIONS IN PRACTICE

So, how do we put open and closed questions into
practice?

7 We want to understand what the customer’s needs are, or what
their current usage habits are. Use questions and prompts such
as: “What do you want your skin care products to do for you?”,
“Tell me what your needs are when it comes to shampoo and

i3 13

conditioner”, “How would you describe your ideal handbag?”,
“When do you typically wear your fragrance?”.

/ With each question, build on the customer’s previous responses,
by ensuring that it's linked to what they have said. This will show
} them you're listening and will help build your relationship.

Keep your guestions simple. Don’t confuse or complicate the
conversation. Use language the customer will understand. Most
importantly, ensure the conversation remains friendly and

relaxed. Don’t interrogate your customer or rush them into
answering. Be patient.

As you start to understand the customer’s needs, you can start
to narrow down your guestions and introduce closed questions
to get their buy in. E.G. “Does this product work for you?”, “Is
this the type of day cream you are looking for?”, “Do you like
that type of scent?” Once you get agreement to these types of
guestions, you know you have a sale and you can start building
your orderl,

TOP TIP: Pick some open questions that you feel comfortable
asking and write them down. Learn about your products
and their benefits. This will help you ask your customer

more questions. Check out the Product Community on Avon
Connect.



FIND THE PERFECT SCENT

OFFERING FIND THE PERFECT SCENT
CONSULTATIONS = = |
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Another great way to ask qguestions, and meet your I
customers needs, Is through using the consultation tools —

available on Avon Connect. All of the consultation forms
Nave pre-set guestions to make the process as simple as
possible for you, as well as a video to show how to use the
form. Your customers will love the fact that you’re offering
them a personalised service, and you can find out what
they've used before, and what they want to achieve. Which
ever product category your customer iIs interested In, there is
a consultation form to support you.
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TOP TIP: The consultation forms are editable and printable,
SO you can also send, or hand them to your customer to

answer In their own time too.

T

Now you’re in tune with your questioning skills, let’s move
on to learning about listening skills.

TAP HERE |




LISTENING TO YOUR
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Look interested in what the customer has to say and
give positive body language, such as nods, smiles,

and eye contact.

CUSTOMERS NEEDS

Active listening is a great way
to build a relationship with
your customers, and essential
If you want to grow sales.

It’s the only way you'll fully
understand your customer’s
needs, and therefore, be

able to recommend the right
products for them.

What does active
listening look like?

You may have heard of
active listening before, but
do you know what it actually
involves? Let’s take a look....

Repeat back what you’ve heard \
This will show the customer that you have understood \
their needs, they will feel more confident in your
recommendations, and will be more likely to buy.

Givea summury

Check that yc:.-u ve understood everything correctly. Ask \,

questions like, “have | got that right?” and, “have | un-
derstood you ::c::rrectly’?” When the customer says, “ves”
you know you have been successful.

Do these things, and you show your customer you're
interested in what they are saying, and this will give you the
best opportunity to sell.

Puttingitinto practice

Now let’s put active listening into practice. Imagin you're
with a customer, and they tell you about their skincare
needs:

“Pm struggling to find a moisturiser that
suits my skin. I’'ve got some dry patches,
and some oily areas, so | feel like | need
two separate products, but I'd like o
simpler option if there is one”

Active listening example response
Smile, nod and keep good eye contact. Repeat what your
customer has told you to show understanding;

“So, you’ve got a combination skin and
you want a single moisturiser product
that will help. Is that right?”

TOP TIP: Practice active listening in all conversations you

have - It not only works when selling. Everyone will respond

positively to it. Self-reflect after every interaction with a

customer and score your active listening out of five. Try

En?'I limpr{:we the next time if you haven’t scored yourself
ighly!

Now you have a better understanding of both questioning
and listening skills, let’s move on to how you can use these
skills to build your sale.



LINK AND CROSS SELLING

Link and cross selling is a sales technique where you
recommend a product that is related to what’s being
bought already. The goal is to encourage customers to
purchase complementary products that enhance their
first purchase, or are needed as a part of a set.

Link and cross selling is a benefit to you and your
customer, asit:

Builds your confidence and selling skills, and ultimately,
your business.

« Improves your relationship with your customer.
+ Improves referral rates, meaning more customers.

« Introduces new products that your customer may not
be aware of.

WARMING
PEEL
EXFOLIANT

/ .

What’s the difference between link selling and
cross selling?

LINK SELLING
Link selling is selling
products from within
the same category.
An example would be
recommending a night
cream as an additional
purchase whenad
customer orders a day
cream. Or, a lipliner to
match your customers
\ favourite lip colour.

CROSS SELLING

Cross selling introduces new and different categories
to your customer. An example would be to recommend
a fragrance as a finishing touch to a new look a
customer is buying beauty products for. Or, to create

a perfect foundation base, you
first need a great moisturiser.
This is a great opportunity to
showcase the wide
range of products
that Avon has

available. "
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Use your brochure to CLOSING THE SALE

identify some products
that you can recommend

together. Remember, that Ensuring you close the sale correctly, means you build
each brochure will also have loyalty with your customer and increase the chance of
bundle recommendations, a repeat purchase from them. This is key to building a
that in the long run, could sustainable, long term, successful business.

5uu%eycmﬂw:ush3nnerrrmm1ey

too. Bundles are a group
of products that work well
together, and by selling
pbundles, you're increasing
your earnings too.

Often customers look to you for gquidance on making a
final purchase decision. Help your customers to make a
decision by asking them for the sale. This does not mean
that you try and force a customer to buy something.

If you’ve asked open questions, recommended and
demonstrated, and explained key features and benefits,

Set yourself a goal of increasing your earnings through then the sale will come to a close naturally, as you’ll have

link and cross selling, such as selling an extra product been able to identify the best product, or products, for

per month, or increasing your earnings by a certain your customer.

percentage.

Another way of link and cross selling is through the As!(ing for the sale

‘ f3 Let’s take a look at some examples on how you can ask
Power of 5. for the sale;

Our Customers currently order on average 2 skincare
products. By personalising their experience, and creating
a bespoke solution of 3 products - that’s selling just one “How many of these would you like to order
more skincare product to each skincare customer - could today?”

increase your earnings by up to 50%!

“Ill write these down and then we can decide

- ’ '
You will notice that which ones you’ll add to vour order today
HE PERFECT

our product guides =R OES
on Avon Connect JUNDLE...
give you some

' b “l think you‘ve made an excellent choice”
suggestions of what I . " S —
this could look like. 1 = rad
Fodon  Fedefen  RgietDm




Putting it into practice

Now let’s put your understanding of closing the sale into
practice. You've spent a long time helping a customer to
find the right products for their needs, but they still can’t
make their mind up about which products to buy.

Let’s look at how you can potentially respond to your
customers concern.

Customer’s concern:

“| like all of the products you’ve shown me, but | can’t
afford to replace everything right now, so perhaps I'll wait.”

Your Response:

“Let’s make a list of the products you like, and then look at
which ones you can buy today.”

You can then offer the customer samples of the other
products she has not purchased, so she can still
experience them, and purchase at a later date.
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FOLLOWING UP

The fortune’sin the follow up.

One key part to closing the sale is the after sale care.

It’s important to maintain your relationship with your
customer after you’ve made a sale, or taken an order.

This is to ensure the customer buys from you again in the
future. You want them to buy into you and your service as
much as the products, so it’s a chance for you to go above
and beyond to make sure your customer is delighted with
their Avon service.

Where possible, include a personalised message to

thank your customer for their order, and keep them up

to date on delivery. If you haven’t done so already, invite
your customer to join your exclusive customer group on
Facebook, invite them to events, and share the link to your
online store for ease of ordering.

The success of selling starts with YOU!

People buy people first. Show you ‘care’

and establish an empathetic relationship

BEFORE you recommend products.

Start building vour relationships
today!






