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Market Yourself Professionally

Section 1: Market Through Relationships

Marketing yourself and your business are key to your success. Think of all the people you
come into contact with as prospective customers. Today, eBay has less than 15% penetration
— that means that 85% of Americans are not yet familiar with what this marketplace has to
offer. You have the opportunity to introduce its merits and develop your business along the
way.

Whether you’re developing a new relationship with a potential customer or speaking about
your business to a friend, you’ve got something great to offer. Your business won’t sell itself;
so, as an eBay seller, you need to let others know how the service works and how they can
benefit.

Practice Your Pitch

Your pitch is what you say to people to present your service—generally it’s very quick and to
the point, yet covers the main benefits. You want your potential clients to understand that
your service is the best option available for selling online.

Of course you’ll want to present it in your own unique style—but try to keep all the
important elements of the service. Here are a few other strong points:

® My expertise is selling online—I know which items sell well and how to market them to
prospective buyers.

® My service makes selling online easy for you

® Selling online allows you to put your items in front of over 200 million prospective
buyers!

As you get more experience, you can sprinkle real-life experiences into your pitch—for
example, “I just sold a Canon EOS 1 for $650!” Your examples might spark ideas of what
items the person or business could sell.

Develop Relationships

Developing a personal connection with people can help you build relationships that will be
the foundation of your business. When you develop a connection, you’re establishing trust
with the other person.

One way you can begin to develop a relationship is by initiating casual conversations with
the people around you and really listening to them. Developing and strengthening
relationships is less about talking than it is about listening. Understanding someone’s needs
will help you determine how you can best serve them through your business.
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By listening, you learn what others want and need — and how they like to be treated. It shows
that you are genuinely interested in others’ lives, and not just focusing on your own. In
conversations, listen to learn about others’ personalities, their interests — and what they
consider important.

By asking questions and listening to people’s responses, you’ll know what you can offer
them that will be most appreciated. Begin with your family and friends. Think about what
you can offer them now that you are an eBay seller— and how you might initiate a
conversation about your new business.

Once you understand potential customers’ wants and needs, you’ll be able to determine how
you can help them. Be open to and interested in other people; give them an opportunity to
ask about you; and then explain your business in terms of how you can provide services that
will help them.

Once you've developed a connection, you’ll feel more comfortable about asking people to
try your service. Ask questions to gather this information. As you’re talking, you’ll naturally
be thinking, “Do I have any product or service that this person needs? How can you benefit
them?”
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Create Your Prospect List

Spreading the word about your new business — and getting customers right from the start —
is the best way to set your business on its road to success.

The most logical place to start marketing your business is by contacting people you already

know well.

Begin by making a list of these people — and then go on and list every person you can think
of who plays a role in your life, including relatives; friends; colleagues; acquaintances; people
you know from groups you belong to or volunteer with; other parents in your children’s

school, etc.

Religious
Group

Sister

Inlaws

Spouse’s
Co-workers
Co-workers
Spousa
M E Children’s
Teacher
Children
Neighbor
Parents of
Children’s
Friends
Neighbor's
Friends

You can use the Prospect List on the next
page to start creating that list. As you fill it
in, think big. This is a brainstorming
activity.

Everyone you know is a prospect — and
provides you an opportunity to develop a
relationship that can lead to expanding
your business. Try to come up with at
least 50 names. These will be your first
customers, hosts and your potential team
members.

Use the illustration on the left for ideas of
different people with whom you can
connect. You are in the center of the
diagram. Visualize your “web” of
relationships and keep this process in
mind as you create your Prospect List.

Even though you may think your Prospect List is complete after this one activity, you’ll find
that other names keep popping into your mind. Add these names to your Prospect List as
you think of them.
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Prospect List

Customer Host Team Phone Number/Email

Relatives
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Friends
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Neighbors
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Co-Workers
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Social Contacts (civic groups, sports)
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Prospect List [continued)

Customer Host

Acquaintances from religious groups
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Team

Phone Number/Email
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Friends from school / college / university
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Contacts through your children

S>> O =

People from places you do business
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Others (be creativel!)
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Use Your Prospect List

You’ve now created one of the most powerful tools you can have for building your business.
Start by calling the people you know best. Then continue to get in touch with everyone
you’ve listed. It’ll get easier as you go, because you’ll find how positively people will respond.
After all, who doesn’t have things they would love to sell and make money?

Another good idea for contacting the people on your Prospect List is to send them an email
telling them about your new business and then follow-up with a phone call to provide more
details. When you do that, youll be a step ahead, because people will already know why
you’re calling and be prepared; the e-mail will save you time and make it easier to start the
conversations.
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Section 2: Practice Creative Marketing

One great thing about the business is that you can build it by incorporating it into your daily
activities. You’ll discover countless opportunities for letting others know about your
business. Take a look at the list and highlight ideas that will work for you. You can also read
How to Market Your Business at www.foundvalue.com/how-to/marketing.

Create a Word-of-Mouth Campaign — Tell Everyone About Your Business

Word-of-mouth marketing is one of the best ways to market your business. When you meet
friends, acquaintances, co-workers — anyone with whom you come into contact —
mention your business.

Keep Business Cards Handy

Keep a stack of business cards in your pocket or car ready to hand out whenever you find an
opportunity!

Distribute Your Marketing Materials

Distribute your business cards everywhere you think you might find potential customers.

Look for community bulletin boards or kiosks
to post business cards or brochures.

Take your cards to dinners, work, family
gatherings, etc.

Post cards in the teacher’s lounge at schools,
in the lunchroom at work, or on large bulletin
boards in apartment buildings or community
areas.

Attend Fundraisers, Fairs and Block
Parties

Increase your community involvement by
attending fundraisers at schools, church
groups or civic organizations.

Tips

4 When you give someone your business

card, always remember to get the
person’s name and phone number so you
can follow-up.

4 Be sure that your name and phone

number are clearly marked on your all
materials, so that potential customers can
contact you easily.

@ After you offer to give prospective

customers a free consultation, schedule a
day and time to follow up with them or
schedule a pick-up appointment.

Set up a booth or table at a local fair or block party: you’ll be creating your own
“storefront” where you can tell people in the community about your services.

Contact religious and social organizations to see if you can list donations they’ve
received; often the money is more useful to them than the merchandise.
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Create Alternatives for Garage Sales and Estate Sales

Visit garage sales and offer to help sell the merchandise on eBay.

Find out about garage sales early by checking out local newspapers during the week. If
you find an announcement of a garage sale, call the homeowner and offer to evaluate the
items for sale. You may be able to make them more money on eBay.

Go to garage sales at the end of the day and introduce yourself to the organizers. You
just might be the answer to their prayers for the items that didn’t sell.

Introduce yourself to local estate attorneys and retirement home managers for leads on
estate sales. It’s often very difficult for family members to sell the items of a loved one
that has passed away. You can offer them the opportunity to make money on those
items without having to deal with selling them.

Develop Solutions for People Who are Relocating

Look for people who are moving out in your neighborhood. Moving is one of the most
stressful and challenging necessities of life; almost all people moving have “stuff” they
can’t — or shouldn’t take with them, and that they’d love or need to sell.

Contact real estate brokers and property managers and tell them how useful your
services can be for their clients. Ask them to distribute your marketing materials.

Review the properties for sale in your local newspapers. Get the names and contact
information of real estate agents from the listings.

Publicize Your Business

Try contacting local newspapers and television stations to tell them about your business.
Reporters love stories about people in the community providing new and unique
services. You can contact the reporter directly or write the story yourself and then
submit it.

When you work with a local charity, non-profit organization, or community organization
to sell their donated items, ask if they would mention your business on their own
marketing and public relations materials.
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Section 3. Serve Your Customers

While your business is both personal and electronic in nature, your success still depends on
successful interactions with people that require a “personal” approach. Whether face-to-face,
on the telephone or via e-mail, every contact with your customers must reinforce that you
are polite and professional — and are working for their success, as well as your own. You
can also refer to How to Provide Great Customer Service at www.foundvalue.com/how-
to/customet-setvice.

Provide Outstanding Customer Care

No matter what service you offer, exemplify the most important customer care principle:
satisfy customers’ needs while surpassing their expectations.

Though each of your customers may require a different degree of “customer care” and
different services, here are some important guidelines to ensure you are always providing the
best customer care possible.

® Build trust by treating your customers with respect and courtesy.

® Handle any problem or complaints in a manner that shows that your goal is your
customers’ satisfaction.

® Never assume anything: ask questions to ensure that you understand your customers
and to get a clear picture of the situation. Asking questions also shows that you care.

® Be punctual whether you are arriving at a customer’s home, responding to a phone call,
answering an e-mail or sending a shipment.

® Stay in touch with your customers. They are the lifeline of your business; it’s critical
that you keep your name in front of them.

® Communicate, communicate, communicate. You can never be “too” responsive or
provide your customers with too much information.

Customer Care Success

How you work with your customers from the moment they first learn about your business
through the final detail of any transaction is fundamental to your success. Marketing and
attracting new customers is clearly important, but your ultimate success lies with repeat
business for two very important reasons:

#® Tt takes a lot more time to attract new customers than it does to maintain existing

ones and,

@ Customers who are pleased with your services tell their friends and acquaintances.
That’s free marketing for you!
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Don’t forget that many other people and businesses are vying for your customers’ business.
Once you lose your customers, it’s very difficult to get them back. Few will tell you they are
unsatisfied; they will simply go somewhere else. Your challenge is to provide consistently
excellent service, always with your customers’ best interests in mind.

Customer Communications

Professional and timely communication with customers and buyers presents you in the best
possible light.

CLIENT CARE CALLS

If you sell for others, you’ll want to set aside some time each week to make your client
service phone calls. A half-hour each day devoted to client care phone calls can provide you
with an important and consistent avenue of business.

Here are a few topics for client service phone calls:
® Spring cleaning

® Special consultations

® New eBay facts and figures

® Scheduling a new pick-up appointment

FoLLow-UpP STRATEGY

To maintain the highest level of client service, you’ll want to follow up with your clients after
appointments and transactions. It’ also an effective strategy to make sure you satisfy your
customers.

® TFollow up promptly with your clients after they ask a question (as a rule within 24
hours).

® (all your clients two days after their appointment to determine their impressions of your
service.

® Follow up to make sure your clients are satisfied.

Measuring Customer Care Quality

It’s important to understand that the quality and integrity of your service has a direct impact
on the success of your business and your reputation as an eBay seller. One of the best gauges
of quality and integrity is customer feedback.

Remember that positive feedback is as good as gold. Customers who are happy with your
services are more likely to refer you more business. eBay buyers who have positive
experiences are more likely to buy from you again; and their feedback will also impact other
potential eBay buyers.
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EBAY BUYER FEEDBACK

eBay has its own feedback system. Think of your eBay “feedback rating” as a scorecard, as
illustrated below) that tells others how well you have served your eBay buyers. This feedback
plays a critical role in helping eBay buyers determine whether you are trustworthy. It’s an
important credential you must earn to be part of the eBay community — and provides a self-
regulating method of ensuring a high degree of integrity.
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