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ln owldrng your busrness, the tmpor-
Itance of how you handle telephone re-
I sponses ca n't be overlooked. Getting a
new customer to call and inqwre about
your services is an important first step in
bulding a busrness The abiltty to keep
customers ts equally important and will
be determtned by how wellyou relate to
customers and how sattsfied they are wtth
your services.

The telephone res?onse is lhe cus-
tomer's nrst impression ol you and the
service you will provide. You can very olten
wn conhdence by the way you handle a
new tnqutry After all, any person who
calls has the potential to recommend
orher people to you, and therefore in-
crease your bugness volume.ln most
cases. your hrst conversatton and first
meetng can result in a long-term buslness
relatonstup

Answering
Telephone Responses

pon receiving an inquiry for piano
service, a prompt call back is the
frrst  order of business (assumrng

lne Inqutry ts a message on your servrce,
or a call taken by someone other than
yoursel l  J l l  possrble. return the cal l  lhe
same day or evenrng The appointment
can be scheduled even a lew weeks away,
but get to lhe customer rmmediately.

Berng relaxed and pleasant is extremely'
rmportant. Try to get a feel lor the needs
and requrrements o[ the customer and
the instrument. Grve the basic inlormation
as lo the standard tuntng fee Try to intro-

duce informatron In a clear and concrse
way.

A basrc tuning fee is for a prano rn good
workrng order, that has been tuned on a
regular basis (approximately two times a
year) lf the ptano has not been servrced
regular ly,  there is the possibi l i ty of  addi-
tronaltuning work and therefore, a higher
lee. lt should be made clear that this can
only be evaluated at the piano and dis-
cussed at thal ttme.

Most people undersland that it they
were negligent ol proper service lheir
instrument may need more than iust a
tuning

It  a new cal l  comes in and you recog-
nize it as a local arlrst. prominent teacher,
owner of an excepl ional piano, etc. ,  le l
this person know you are sensitive to their
needs. Make it known that as you acquainl
yourselt with therr instrument you will keep
them advrsed as lo what the instrument
needs lo keeo rl in top condition

Don't  argue wi lh the customer whose
piano has never been tuned and is only
willing to spend lhe standard tunrng fee lf
you feel you can have a professional rela-
tionshrp wrthout compromrsrng your eth-
ics. fine. lf not. polrtely express your opin-
ions bul don' t  argue and antagonrze the
oerson on lhe other end of lhe ohone
This will not be beneficial to you in any
way
First Meeting
With New Customer

lways think of the lirst imgression
you make as a mirror image ol
your prolessronal relat tonshrp. l l

you have a conftdent.  posi frve aooroach
the cuslomer wi l l  be made to feel  com-
tortable right away However. as we all
know, nobody bats 1000

Your general  appearance wrl l  probably
say more than anythrng else Be wel l -
groomed. Carry your tools rn a proles-
sronal-lookrng case Remember, you don t
want to turn somebody ofl by dropping
down a tattered-looking case on therr
hvrng room carpet.

Review in your own mind whalever
phone conversalion you had so you can
concentrate on lhe prano wrthout having
to ask the same queslrons you already
asked on the lelephone.

Waste no trme. Get to the orano and
apprarse the si luat ion In your own mind l f
repairs or additronal tunrng work ts neces-
sary, t ry to explain i t  at  the prano l l lustrate
whalever you can For example, rf the keys
are st ickrng. explarn how lhey can be
eased. Give an approxrmate prrce. Show
the customer how each key wrl l  be re-
moved, eased. and then put back

People are more hkely to feel at ease if
they can actually understand lhe problem
and rts solutron by seernq rl firsl-hand

It  is extrememly rmportant to l tsten to
whal the cuslomer says You can gel a
good leel  for what lherr needs and re-
qurrements wrl l  be by lust a l r t t le good
communicat ion Don t  be af raid to ao-
prarse st luatrons honest ly and openly,
even if you feel uncomforlable with a prano
on poor shape. Remember. some pranos
will never dehver Ihe qualrly the owner
may require They can be apprrsed of thrs
rn a drplomatic way Make them aware ol
lhe hmrlatrons and lhat you wi l l  do your
best under the orcumstances Remem
ber. not everybody's budget can meel
lheir needs.

As you frnrsh up the prano. explarn to
the customer whal was done Grve rnlor-
malton as lo proper lol low up and marn-
lenance. Explarn how ot len the prano
should be tuned and when lhe next ap-
porntment should be Try to,  sel  up a
regular schedule

l f  the person who plays lhe prano rs
home. ask them to l ry r l  Leave your cus-
tomer wtth a busrness card

Berng able lo communrcale el iectrvely
rn your lelephone conversal l r)ns and f  rrs l
meelrngs with new crJslomers can be one
o l  your  bes t  busrnesc  exDandrng opDr) r
lunr lres People are always anxrous lo Ind
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Th" Piono WorAshop
3166 West 33 St. ,  Cleveland, Ohio 44109

Phone (216) 631-1777 or 631-'t991

PIANO KEYS RECOVERED
Sets of 52 extra lhlck key lops r€placed, .075" or .095"

Molclcd kcy tops, .075". t49.00
Molded k€y top3, .095". t54.00
Abovo wlth |ronts, add .320.00

Pl.ltic aharps, gloss. . . t39.0O
Plas t ic  aharps ,  du l l  . . . .35 ,1 .00
Genuine Ebony sharps. 369.00

Three working day turn-around time. Return shipping and
insurance included. Remittancs with order, please.

We replace pin blocks and Install soundboards.
Service and inslallation center for Northeast Ohio

for Maranlz pianos and pianocorder units.
Complete l ibrary of tapes available.

Let our computer work up your plain wire string scale lor you
Write for cletails.

You can't alford to have the iob done wrong.
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