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The world’s largest junk removal company trusts their
foreign exchange to Citizens Bank – shouldn’t you?
“We have 340 franchises throughout Canada, 
the United States, and Australia. When it 
comes to foreign exchange we trust Citizens 
Bank to manage all of our needs. And they’ve 
never let us down.”

Brian Scudamore, 
Founder and CEO of 1-800-GOT-JUNK? 

Call Citizens Bank today 
to increase your bottom line

604-708-7898
416-868-6822
403-232-8601

Vancouver:
Toronto:
Calgary:

A Vancity Company

Referring your way to sales success
Set up a word-of-mouth system to generate a steady flow of leads

All businesses need leads 
– they are your lifeblood. 
You must consistently 
build your list of pros-

pects and introduce yourself and 
your company to new potential cli-
ents and opportunities. The ability to 
generate a regular flow of qualified 
leads is the hallmark of a successful 
business. And referrals are the least 
costly and most effective way to gen-
erate those leads.

Referrals leverage other people’s 
contacts and relationships, they 
speed up your sales cycle and, done 
right, a good referral program can all 
but eliminate the need to cold call. 

Referrals are the best kind of leads 
because they are warm. They likely 
already have a need for your service, 
and are at least partly sold on doing 
business with you. You don’t have 
to buy ads or do other marketing to 
get their attention. With a referral, 
you’ve been blessed by a transfer of 
trust.

Now, these are simple things that 
everyone in business already knows. 
They know the value of referrals, but 
unfortunately many don’t have a sys-
tem for generating them. Referrals 
are too valuable to leave to chance. 
You need a proactive referral pro-

gram. You need specific strategies 
aimed directly at generating referrals 
from every customer. You need to be-
come a true referral-based business.

Here are seven steps to get you on 
the fast track to becoming a referral-
based business:

1. Develop a referral mindset. 
This is simply a conscious decision 
to actively use referrals to build your 
business. It means having a clear un-
derstanding of the importance of re-
ferrals. It means developing a new 
attitude towards your business, the 
clients you serve and how you serve 
them – a referral attitude. 

2. Become referable. You don’t get 
referrals, you EARN them. You have 
to become a business that merits be-
ing referred. Scrutinize every client 
interaction to identify all the areas 
that need improving, and make the 
commitment to do whatever it takes 
to improve. You want to over-deliver 
and exceed customer expectations .  

3. Set the referral expectation. 
Now that you know that you have 
earned the right to referrals, make 
them part of the transaction. Have a 
referral agreement with your custom-
ers. I’m not saying you need a signed 
contract, simply that you let them 
know early in the relationship that a) 

you are a referral-based business and 
b) that most of your customers have 
such a great experience that they are 
more than happy to introduce friends 
and colleagues to your business. 

4. Ask for the referral. At some 
point you have to ask. When you ask 
depends entirely on your particular 
situation; just be absolutely sure you 
have done enough until that point 
to have earned the right to ask. You 
have set it up by letting them know 
in advance that this is how you build 
your business. Now, just ask. Ask 
politely, positively, confidently and 
expectantly. Simply remind them of 
your earlier conversation about refer-
rals and ask if there is anyone they 
can introduce you to who might also 
benefit from your service. 

5. Help them help you. Explain 
the unknown. Walk your referral 
source through the steps you will 
take the lead through and how you 
can assure the best possible service 
and the most respectful and profes-
sional experience. Help them under-
stand what kind of leads you want 
and give them tools – something 
about your business they can hand 
out to the people they refer you to.

6. Follow up. Just like any lead, 
a referral needs to be followed up, 

nurtured and brought along through 
your selling system. Also, follow up 
with and always thank the person 
who gives you the referral. Let them 
know how things are going with 
their lead. 

7. Turn it into a system. Document 
what you do so you can develop a 
system and process that you will con-
sistently use and work the same way 
every time. How do you ask? When 
do you ask? What do you leave be-
hind? How do you follow up? How 
do you track the referral? How do 
you thank the referral source? What 
information do you capture and how 
do you use it?

Follow those seven steps and 
you’ll soon be reaping the rewards 
of having a successful, referral-based 
business.

Robert Ciccone is the president and founder 
of Success Unlimited Sales and Marketing 
Group (www.susmg.com). He is also the 
creator of the Marketing for Profit Program, 
a three-part results program that provides 
the marketing systems, tools and ongoing 
support to help participants effectively build, 
manage and operate a profitable business 
(www.susmg.com/MarketingForProfit). 
Robert can be reached at 604- 535-2111 or 
rob@susmg.com. 
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