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Yup - we've all been there.  We have a list of prospects to call or follow-up with 
and we look at the phone and go -- OMG, I HATE making phone calls.   The phone 
feels like a 500 lb. weight.  So you procrastinate and you don’t make those 
important follow-up phone calls.  You aren’t alone.  I've walked in those shoes but 
I've figured out how to solve it for me and I'm sure that these tips will help you as 
well.   
 
 
TIP #1  
All our FEARs are self-imposed.  That's right - FEAR really stands for False Evidence 
Appearing Real.  In the case of the phone, in our minds, we are saying ... I don't 
want to impose ..... I don't want to bother the client ..... I don't want to be too 
pushy ..... etc.  RIght now -- STOP saying that in your mind and say something 
positive --  YOU have a wonderful product/service and this person NEEDS it.  Say it 
over and over again - in a very loud voice!  Because if you don't believe it - neither 
will your prospect. 
 
TIP #2   
Before you make your phone call, get prepared! You might want to write out a 
script and practice.   Be sure to know what message you will leave if no one 
answers the phone because it often happens. 
 
You might need to prepare yourself mentally.  You need to get your facts & 
figures arranged. You might want to stand and SMILE! 
 
 

	Phone Fear 
5 Tips to Overcome 
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TIP #3   
Have a purpose for the phone call.  That's right.  Now although your purpose for 
the phone call might be follow-up; what purpose can you offer your prospect?  Is 
there a special ongoing to tell them about?  Did they buy a product/service and 
you want to know how they like it?  By having something to offer the prospect, 
you won't seem 'salesy'. 
 
 
 
TIP #4  
Change your mental image of your phone.   Start thinking about your phone as 
your friend.  WHY?  Because you know that the only way you are going to make 
money is to use that phone!  If you have to tape a $100 bill to the phone - that's 
okay!  Think of the phone as a cash register - chaching!!!! 
 
 
TIP #5  
Making the phone call is about having a conversation!  Start asking questions and 
listening. Get to know the person and their situation.  Learn what challenges/ 
problems keep them awake at night.  When you listen - you learn what solution 
you have for their problem.  This is NOT selling!  It’s being of service. 
 
There's an old saying ... we have 2 ears and one mouth; in other words, we should 
be listening twice as much as we are talking! 
 
I hope these tips have helped. Here's another article that might be helpful as 
well.  If you would like further coaching on any of these tips, book a FREE Strategy 
call and let's see if we can't make you the PHONE QUEEN!   
 
BONUS TIPS  
 

¨ wear a CROWN when you are making phone calls … because you are the 
QUEEN 

 
¨ tape a $100 bill to your telephone to remind you that making phone calls is a 

REVENUE generating activity! 
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1. You attend a networking event. 
 During the event, listen & ask about …. 
  Home – where do they live?  
  Family – children? Parents? Pets? 
  Career – do they love their job? 
  Travel – what’s their dream vacation? 
  Hobbies – what do they love doing in their spare time? 
  GOALS – for their business or personal? 
  Ideas/Opinions – what does success mean to them. 
 
2. The next day you place a Follow-Up Phone call 

 
   “I’ve been thinking about what you said . 
   Were you serious about ……. (i.e. wanting more free time) 
   The reason I ask is  ….  
     
    If  I could show you a way that …  
     (you could spend more time with your family) 
 
    Would it be worth 30 min of your time to look at a plan? 
 
    Here’s what I suggest (……) 
 
 
 
 
 
 
* Technique taught by Steve Lowell “Stand Up, Stand Out & Get Noticed” 

	24-Hour Follow-Up Phone Call 
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	Touch Points 
50+ ways to connect with your prospect 

	
1.	 Articles	(about	you	or	by	you)	 	 33.	 Phone	message	
2.	 Badge	you	wear	 	 	 	 34.	 Phone	messages	you	leave	
3.	 Blog	 	 	 	 	 	 35.	 Phone	#	(1-800-got-junk)	
4.	 Brochures,	pamphlets	 	 	 36.	 Point	of	sale	signage	
5.	 Business	cards	 	 	 	 37.	 Postcards	
6.	 Catalogues	 	 	 	 	 38.	 Power	Point	presentations	
7.	 Client	Events	 	 	 	 	 39.	 Product/service	descriptions	
8.	 Client	meetings	&	presentations	 	 40.	 Pricing	&	price	list	
9.	 Contracts	 	 	 	 	 41.	 Proposals	
10.	 Company	name		 	 	 	 42.	 Program	names	
11.	 Direct	mail	 	 	 	 	 43.	 Sales	calls,	letters	
12.	 Email	address	 	 	 	 44.	 Skype	alias	
13.	 Email	signature,	tag	line	 	 	 45.	 Social	Media	icons	
14.	 Email	subject	line	 	 	 	 46.	 Stamps	(!)	
15.	 Employees	 	 	 	 	 47.	 Stationary	&	Envelopes	
16.	 Facebook	business	page	 	 	 48.	 Tagline	or	slogan	
17.	 Gifts	&	giveaways	 	 	 	 49.	 Testimonials	
18.	 Google	–	keywords,	meta	tags	 	 50.	 Thank	You	cards,	gifts	
19.	 Hold	message	–	menu	 	 	 51.	 Twitter	profile	page,	tweets	
20.	 Holiday	cards		 	 	 	 52.	 Unsubscribe	message	
21.	 Holidays	–	if	you	start	your	own	 	 53.	 Videos	
22.	 Invitations	 	 	 	 	 54.	 Webinars	&	teleseminars	
23.	 Invoices	 	 	 	 	 55.	 Website	
24.	 LinkedIn	profile	 	 	 	 56.	 Website	URL	
25.	 Logo	 	 	 	 	 	 57.		 Your	answer	–	what	do	you	do?	
26.	 Luggage	&	luggage	tags	 	 	 58.	 White	papers,	reports	
27.	 Loyalty	programs	 	 	 	 59.	 You	Tube	videos	
28.	 Membership	sites	 	 	 	 60.	 You!	
29.	 Newsletter	 	 	 	 	 61.	 Your	title	(not	president,	etc.)	
30.	 Online	store	 	 	 	 	 62.	 ________________________________	
31.	 Out	of	office	message	 	 	 63.	 ________________________________	
32.	 Packaging	 	 	 	 	 64.	 ________________________________	
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1. Articles	of	personal	interest	
2. Press	releases	of	you	or	your	company	
3. Events	that	will	display	your	product	or	service	
4. Relevant	information	about	your	product	
5. A	tip	that	would	help	them	that	you	didn’t	tell	them	
6. Ask	for	additional	information	from	the	prospect	
7. Testimonials	from	other	customers	
8. Ask	for	a	meeting	
9. Ask	if	an	article,	press	release	or	event	announcement	sent	was	received	and	the	

relevance	of	it.	
10. Ask	for	a	follow-up	date	to	either	call	or	meet.	
11. Link	in	something	new	to	a	previous	call	
12. Ask	for	an	introduction	to	someone	they	know	
13. Give	them	an	introduction	to	someone	you	know	who	could	help	them	with	

something	unrelated	
14. Confirm	an	agreed	upon	next	step	
15. Ask	if	anything	has	changed	
16. Ask	them	to	answer	a	questionnaire	
17. Send	a	birthday	card	
18. Send	a	holiday	card	
19. Send	a	small	appropriate	gift;	eg	a	$5.00	Starbucks	gift	card	
20. Invite	them	to	a	business	event	with	you	
21. Share	some	local	news	with	them	

21 Areas of Interest  
to follow-up on 
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Simple Steps: 
 

1. Create a system (follow-up check list) and use it every single 
time! 

2. You might want to categorize your business cards/contacts into 
hot prospects, or prospects for a particular product that you 
offer or as a referral center – this might determine how they 
will be treated 

3. Re-establish contact with them.  Perhaps send them an email – 
asking for permission to add them to your blog or newsletter 

4. Next step connect with them on social media 
5. You might then ask for their postal address so that you could 

send them something 
6. Enter their information in a CRM system  
7. Find out their birthday – enter this into your CRM system 
8. Evaluate how often you will continue to be in contact 

 
 
Other Suggestions: 
 
 
 

 
 

 
  

	Turn Piles of Business Cards 
Into Paying Clients 
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15+ Follow-Up & Stay-In Touch Tips 
 

1. Be consistent & frequent (Only 48% of sales people EVER follow 
up with a prospect; and Only 25% of sales people EVER make a 
2nd contact) 

2. Be patient (sales are generally made after the 8-12 contact) 
3. Be personal – it’s the most effective method 
4. Be prompt in your follow-up 
5. Schedule time for follow-up after each networking event 
6. Build relationships before you sell (Only 3% of your contacts are 

currently looking to do business with you NOW) 
7. Use a CRM for all contacts 
8. Categorize your contacts into 3-5 groups 
9. Create a strategic follow-up plan for each category of contacts 
10. By sending out valuable, educational material, you will never 

be bothering them 
11. Listen and focus on the prospect (not me marketing) 
12. Be memorable & creative to stand out from competition 
13. Know the return on investment of all your marketing 
14. Know what’s working – and double down on it. 
15. Use a variety of follow-up /stay in touch methods (phone, 

email, snail mail, e-newsletters, phone, etc.) 
16. Share your success stories in your follow-up material 
17. Have consistent Call To Action. 
18. Be time efficient & where ever possible automated 
19. Continue to stop unless a contact tells you to stop 
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INTRODUCTION 
 
Every business owner knows that they should be doing some marketing!  But too 
often they are overwhelmed with day-to-day activities -- payroll, inventory, and 
customer service and oh yes, and sales!!!  Solopreneurs especially are running 
around being the jack of all trades, and master of none!  My clients tell me, time & 
time again, they don’t have time for marketing!!!  WRONG – if you don’t do 
marketing, you won’t have a business. 
 
But I remember when I thought I didn’t have time for marketing.  When I started 
my own retail store, I had no business skills, no money and no retail experience!!!  
I made lots of mistakes, especially when it came to marketing.  I wasted lots of 
time & money.  Eventually I learned through trial and error.   I learned that if I 
didn’t keep marketing (almost daily) that I would soon have no business.  I 
learned that you have to keep marketing to keep the customers coming in the 
door.  And if you don’t have customers coming in the door – you don’t have any 
sales or any business! 
 
So whether you are a retailer, life coach, sales professional or service provider – 
it’s the same thing.  You MUST keep marketing.  But what is marketing?  Here’s a 
simple explanation: 
 

“Marketing is how you let your perfect customer 
know that you have something they need. “ 

 
 
Marketing is getting the word out to WHO (your perfect client) that they need 
WHAT you have(your service) and it’s HOW you deliver that message.   
 
Here are 5 of the top marketing mistakes that I’ve made (& I’ve seen many others 
make) and how I solved them by appreciating my customers!!!  Why use 
GRATITUDE?  First of all, expressing gratitude is my personal passion.  Second – 

	5 Massive Marketing Mistakes 
that you can solve with gratitude 
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you can NEVER be perceived as salesy, or pushy  by saying a heartfelt thank you!  
Third – when you feel comfortable with this style of marketing, you are more 
likely to keep doing it!!!   
 
 

 
MISTAKE # 1 – You don’t do any marketing! 
 
As I mentioned in the introduction, marketing is one of the ESSENTIALS of small 
business success.  You have to do it!  You have to do it effectively, consistently 
and at a personal level!  That’s the only way your business will survive and 
succeed. 
 
One thing I have learned from other entrepreneurs is that we all have fears – fears 
of feeling pushy, salesy and making our potential customers feel uncomfortable.  
And we don’t want to appear like a used-car salesman! 
 
Here’s one way to market your business and NEVER be salesy or pushy again.  
Express your appreciation to your customer – whether it’s for walking in the door; 
making a purchase or sending a referral, a simple ‘thank you’ is always in order. 
 
You can make a follow-up Thank You phone call.  Be sure to call the customer by 
name and then mention the specific article they bought or something specific 
about the conversation that you had with them.  It is these specifics that will 
make your message effective, and personal. 
 
If you feel uncomfortable using the phone, why not send a “Thank You”  or “Nice 
chatting with you” greeting card in the mail?  What should you write – a simple 
message of appreciation that includes their name and something personal and 
specific about what they bought or about the conversation you had with them. 
 
A good example of this comes from my recent personal experience when 
shopping for a washing machine.  Since I hadn’t bought one in over 20 years, 
there was some brand research to do and then pricing research.  In the end, after 
visiting several stores and talking with several sales people, we ended up buying 
at a particular big box store.  As promised the machine was delivered on time and 
installed.  One week later, much to my surprise, I received a handwritten note 
from the salesman!  Not only did I write about this in my blog but commented on 
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facebook about it.  Do you think that the store got it’s money worth from a $2.00 
greeting card? 
 
So … do something, even if it’s just a THANK YOU or NICE TO HAVE MET YOU.  
Those words are like gold! 
 
 
 

MISTAKE # 2 – You don’t  follow–up 
 
I continue to be amazed how many small business owners don’t follow-up! Time & 
time again, I’ve heard business owners tell me that they were ‘waiting for the 
customer to call back”.  Do you really think that is going to happen? I have my 
own little follow-up ritual  and follow-up system.  Do you? 
 
Do you follow-up after tradeshows?  After networking events?  After 
conversations with potential clients?   
 
Sales statistics on follow-up found that: 
 
 2% of sales are made on the 1st call 
 3% of sales are made on the 2nd call 
 5% on the 3rd 
 10% on the 4th 
 80% of all sales are made on the 5th – 12th call!  
 
  (U.S. Small Business Administration & US Chamber of Commerce study) 
 
So here’s the bottom line, if you aren’t following-up with prospects at least 8-10 
times, you are leaving a ton of business on the table for your competition. 
 
But you say – I don’t network or networking isn’t important for my business.  
Okay but what about potential customers (prospects) – have you contacted them 
some way (some how) to see if they are now ready to do business with you? 
 
Follow-up is an art, a science and a skill you can learn.  Follow-up is part of any 
effective marketing strategy!  Go do it!  
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MISTAKE #3 – You are confused about the  
     true nature of marketing 
 
What is marketing, exactly?  Is it advertising?  NO!  Is it having a website? NO!   Is it 
going to a networking event? NO.  Well then what is it? 
 

“Marketing is how you let your perfect customer 
know that you have something they need. “ 

 
Marketing encompasses everything that your perfect client hears, sees, feels, 
touches, tastes that is about your business.   
 
Marketing is continuous – it’s not a one shot deal email or promotion.   
Marketing is ever-changing – because your customer’s needs are always changing.  
Marketing is building relationships with prospects until they know, like and trust 
you enough to purchase from you!    
Marketing is about giving some thing of value to your customers for free before 
they buy the whole thing.   
Marketing is about helping and educating your prospect, so that they think of you 
as a problem solver. 
Marketing should be surprising, strategic, seductive, sustainable and simple. 
Marketing is every contact made with a prospect from the receptionist to the 
salesman and customer service department! 
 
So if marketing is ALL those things, how can gratitude help?  If you review all the 
things that effective marketing should be …. It’s mostly about emotion, making 
people FEEL valued and appreciated!  It’s also about creating an atmosphere in 
your company where your employees are appreciated and that they believe that 
happy, valued customers are loyal customers. 
 
Feeling appreciated is a basic human need.  People need to feel appreciated, 
acknowledged and valued. .  Your efforts have to express your appreciation must 
be conveyed effectively and consistently on a personal level. 
 
If you don’t appreciate your customers … your competition will! 
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MISTAKE # 4 – You aren’t different from  
     your competition 
 
In today’s world of social media, emails and online advertising, are you perceived 
as different from your competition?  Are you an expert?  Does your brand mean 
something? 
 
Let’s take some examples.  If you are a real estate agent – how will you brand 
yourself so that you stand out from the other 50 agents in your office.  If you are a 
notary, what makes you different than the other 10 in the local newspaper?  If you 
are a life coach, how do I know you are the right one for me; for my particular 
problem?  
 
There are lots of ways to have YOU (your brand ) stand out from your 
competition.  That’s a whole lesson on branding.   But one of the easiest ways to 
differentiate yourself is to use the forgotten the skill of effective letter writing.  
Yes – I mean the snail mail kind!  And yes – this can be used for prospects & 
customers.  
 
Imagine going to your mail box …. What do you normally get in the mail?  Junk 
mail and bills.  But you see a greeting card … who would have sent such a thing?  
Oh, you look at the return address and see that it’s from your insurance agent?  
Why is he sending me a greeting card?  It’s not my birthday (but that would be 
okay too!).  It’s not time for my insurance renewal (but that would be better than 
an invoice).  You open it and find out that he is sending you a Thank You card with 
an enclosed gift card for Home Depot.  Cool – who does that?  He did – just to say 
thank you for having been a customer for 3 years!!!  Nice. 
 
Now, the next day you hear from your neighbor that their insurance is due and 
they got a pre-recorded message on the phone reminding them to send a cheque 
in the mail.  You tell the story of the greeting card you just got in the mail from 
your agent.  Guess who gets a lot of mileage from that $2 greeting card and 
perhaps a new client? 
 
Be different from your competition – make your customers feel special with 
effectively written and consistently personalized messages. 
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MISTAKE #5 –  You are always trying to attract new  
     customers instead of focusing on  
     KEEPING your current customers  
 
Loyal customers are the holy grail of business because they buy repeatedly and 
send referrals.  So you want loyal customers – right?   
 
As I’m a continuous learner, I find that the internet is full of programs, books, 
CD’s, etc. that focus on attracting new customers.  It seems to be all about “Get 
out there and hunt down those new customers”.  Well, it’s true that you need 
new customers to replace the ones that leave due to attrition, death, changes of 
location (that accounts for about 32% of those that leave).   
 
But why do the other 68% leave?  They leave because of ‘perceived indifference’ 
or in simple English, they feel that you just don’t care about them!  So even if you 
are sending emails or flyers, your customers are leaving because they think that 
you don’t value them.  In other words, your message isn’t getting through to 
them effectively, consistently or at a personal level. 
 
Change your marketing focus to your current customers who already know, like & 
trust you!  These are people who already buy from you repeatedly and who, with 
a little coaching, will send you an endless stream of referrals!   
 
It may seem like a simple shift in your marketing but you need to express your 
appreciation clearly.  Do you send your clients birthday cards with personalized 
notes? Or cards on special occasions & life events?  Do you send notes &  gifts to 
clients who send you referrals?  Do you learn about your customers hobbies, 
favorite vacation spots, dream retirements and send them information about 
these passions?  Do you phone your clients just to say hello without an agenda?  
All of these ideas are ways for you to express your GRATITUDE to your current 
customers turning them into loyal, loving fans!  For more ideas on how to thank 
your customers, check out www.dianalidstone.com and receive free e-booklet “27 
Ways to Thank Your Customers”. 
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BONUS –  You believe that a blitz of advertising  
     will shut out the competition 
 
 
Please don’t believe that a one-shot blitz of advertising/marketing will bring you 
all the sales you need tomorrow!  It’s just not true. 
 
The companies with the biggest returns, in this new age of marketing, will be the 
ones that prove that they care about their customers more than anything else!  
The new marketing is about building STRONG customer relationships – whether 
this is through social media or otherwise. 
 
I encourage you to read up on this topic. – you don’t have to believe me.  Here are 
several great books including: 
 
 Gary Vaynarchuk  The Thank You Economy 
 Robert Emmons  Thanks! (How practicing gratitude can  
      make you happier) 
 Mari Smith   The NEW Relationship Marketing (how to build a 
      large, loyal, profitable network using the  
      social web) 
 Jay Baer   Youtility (Why smart marketing is about help,  
      not hype) 
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CONCLUSION: 
 
Truly showing your appreciation for your customers’ support, trust, and 
purchases will accelerate your business to the next level.  Expressing gratitude is 
relatively easy to do.  It doesn’t cost a lot and it goes a long way. 
 
Now while gratitude won’t solve all your marketing woes, it will certainly give you 
a great start! 
 
Start marketing by expressing your appreciation. 
 
Create & commit to a follow-up system. 
 
Create a marketing plan with strategies, tactics and actions – all which are 
scheduled. 
 
Be different from the rest of the herd. 
 
Focus your largest marketing effort on your current customers. 
 
 

  



	

www.dianalidstone.com BONUS E-BOOKLET (514) 690-1867 

25	

DIANA LISTONE 
 

The main purpose of a G.P.S. is to guide you – from your 
point of origin to your destination so that you don’t get 
lost or waste a lot of time going in the wrong direction.  
Building a business is like going on a road trip.  There can 
be unexpected detours, pot holes and even some road 
blocks.  But what if you could find someone, like a G.P.S.,  
that has travelled that road before you and who could 
guide you along the way? 
 

 
 
 
 
 

 
Diana	Lidstone	has	been	a	successful	entrepreneur	for	more	
than	20	years.		She	has	built	a	success	work-from-home	business	
while	her	children	were	young;	and	then	later	a	highly	profitable	
retail	business.		
	
After	selling	her	retail	store,	Diana	retired	for	a	short	time	but	
then	quickly	realized	that	she	could	put	her	skills	to	use	again.	
After	working	as	marketing	coordinator	in	the	financial	field,	her	
entrepreneurial-side	soon	cried	out	again.		For	the	past	several	
years	years,	it	has	been	Diana’s	passion	(and	mission)	to	ensure	
that	every	entrepreneur	has	the	opportunity	to	create	&	build	a	
business	to	fit	around	the	life	they	imagined!		She	has	the	unique	

ability	to	make	large	overwhelming	projects	seem	achievable	and	offers	step-by-step	
marketing	strategies	to	success-minded	service	professionals	so	that	they	can	realize	both	
their	professional	and	personal	goals.	
	
When	she	is	not	working,	Diana	can	be	found	reading,	gardening	or	boating	with	her	husband.		
Her	grown	children	currently	live	in	Halifax	and	Costa	Rica	–	both	living	the	life	they	love!	

 

“One of the major keys to SUCCESS is to keep moving forward on the 
journey, making the best of the detours and interruptions”. 

John C. Maxwell 

To work with Diana or to have her speak at your next event or workshop: 
Call (514) 690-1867 

Email: Diana@dianalidstone.com 
 


