Do You Know the Value of “Did You Know?”

“D

I D YO U K N O W ? ” These three words can be a very powerful tool to help

your frontline employees with referrals. I was onsite at a bank recently
conducting training sessions for one of my clients. During a break, I was
visiting with my contact in the bank lobby. I watched a young man in overalls
splattered with paint walk up to the teller window and hand the teller some checks
to cash. She greeted him and asked how she can help him. “I just need to cash some
of your customer’s checks,” he said. Since he’s wasn’t an account holder at that bank,
the teller informed him that there was a $5 check-cashing fee for non-customers. He
agreed to the terms and the transaction continued.

While he was waiting for the teller
to complete the transaction, I introduced myself. His name was Shane. As
his attire suggested, he worked as a
painter and handyman, and owned a
successful remodeling business. We
got to talking about construction, what
he does, etc. I asked for a few of his
business cards since I would be in town
for a few days training bank employees
and maybe I could refer some business
to him. He appreciated the gesture.
Then I asked Shane, “At which bank
do you have your business account?” He
told me he banked across the street—
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literally. “Did you know that you could
save $5 simply by having your business
account here?,” I asked. He admitted
that he hadn’t even thought about transferring his account. Since he has several
customers who are customers of the
bank we were in, he said he’d consider it.
Later that afternoon, during training,
I mentioned my interaction with Shane
to a bank employee. She told me that
she was about to pay off her home and
was considering remodeling her kitchen.
I gave her Shane’s card. At the end of
the day, I texted Shane to let him know
that I had referred him to an employee
at the bank in which we’d met.
Here is the text he sent back, word
for word: “Okay, sounds great. We will
take care of her! I definitely will be looking into switching to you all. What you
did [for me] is just what I was looking
for…someone willing to go to the extra
mile! Thanks.”

And yes, I showed the text to the
bank president before I left.
Referrals are not hard. They don’t
take a lot of time. The biggest barrier is

for money. Customer service is
helping people. We are in the
customer service business. We are
in the relationship business.
Here are some phrases your
employees can use to recommend
your products and services:
▸▸“I see you bank at XYZ. Did you
know that you can save time by
setting up your loan payment to be
transferred automatically?”

IT’S NOT PUSHY TO HELP CUSTOMERS SAVE MONEY. IT’S NOT PUSHY TO
RECOMMEND SOMETHING THAT CAN HELP THE CUSTOMERS EARN MORE MONEY.
IT’S NOT PUSHY TO HELP A CUSTOMER SAVE TIME.
the fear of being considered pushy.
I hear from bankers in my training
classes all the time who left the big
banks because they didn’t like the sales
culture there. I wouldn’t want to work
in that environment either. They don’t
want to be pushy. I get it. No one likes
that atmosphere. That’s why many people dread going to a car dealership.
But it’s not pushy to help customers
save money. It’s not pushy to
recommend something that can help
customers earn more money. It’s not
pushy to help customers save time.
I challenge you to take a few minutes
and listen to your frontline employees.
Are they order takers? Are they transaction-based? Or are they taking the time
to look for ways to help your customers? There’s a huge difference between
“selling” and “customer service.” Selling
is trading goods or services in exchange

you know that we also offer
mortgage services? I can introduce
you to Andy, our mortgage specialist.”
▸▸“Did you know that you can save
money for the holidays by setting up
a separate account that transfers
money automatically?” •
▸▸“Did
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