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Hi, everyone, welcome to another episode of legendary leaders. Now, I know that we have
been running our businesses through COVID. That's a given. We talk about it in some
capacity on pretty much at least, maybe one, if not two episodes a week here on
Legendary leaders. You know, and the reason why is because the entire point of this
podcast is to talk about taking your business to the next level, right? And our business has
three different pieces to it. It's either us, and our mindset. And COVID is definitely messing
with our mindset, right? causing self doubt and some issues there. deals with business
processes, right, which is the fundamental piece of information and the entire crux of what
we teach here at legend leaders, how you can actually grow and improve your business
with what you have, not with more marketing or hiring an additional sales team, right.
And so COVID will definitely mess with your business processes. If you're doing Production
or if you're providing a service in a different way, right, that's a different process. And and
then the other piece that we talked about here legendary leaders is the fact that, that
you're a leader. You're either a business leader, okay, actually, you are a business leader.
And sometimes you are a people leader. And most of you are definitely both. And COVID
can definitely impact business, people leadership, because you're having to lead people in
a very different way, because you're doing it remotely. And so that's why we regularly talk
about COVID impacts. But one of the things that we haven't really touched on very clearly
is the impact relative to customer service. I've danced around it a little bit. I've touched on
it here or there. But I think we as consumers, not even as business owners or leaders have
experienced, but as consumers alone, we have experienced COVID impacts. Okay, right
are our favorite restaurant has been closed. wait times. To get food delivered has has
increased, right? The ability to have, you know, groceries delivered versus groceries picked
up and the timeframes that are available. All of that has been impacted If nothing else,
just food access and delivery alone has been impacted. Okay. But let's say that you have
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a business where you're growing and you're booming.

 02:26

Right? Or

 02:27

let's say that you have been impacted by COVID. And so the way in which you produce
your product has been impacted. Either way, we're talking about an impact to the
customer. And so how are you handling that? Are you looking at other people, other
companies in the in the industry of service, or product fulfillment? And are you following
their pathway?

 02:50

Who's doing it really well?

 02:52

That's what I want you to find out. I want you to look at a business that is similar to yours.
Maybe they don't do the same thing. I'm not talking about the exact same service. But I'm
talking about a similar delivery method of service. How are the big boys doing? Are they
doing it? Well? Are they not doing it? Well, what can you look at and still shamelessly from
in order to make the method yours, but at the same time, be fully transparent with your
customers about impacts to your business? As it relates to COVID? If you ship a product,
can you be just fully honest about the COVID impact? I see that all the time on
everybody's website? Hey, there are definitely shipping delays related to COVID. We
apologize for that in advance. Please keep that in mind when you place your order, right.
Since almost every website that I go to, have you done that yet, have you put that out
there?

 03:45

Why not?
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Even just one package potentially being delayed, could damage your brand, right? It's
going to impact that one person and that one person can go until 10 to 20 people in and
none of that was yours to control. It was the shipping company's situation in control, but
it's still yours to own because it's still your product. So whether your customers have
shipping delays or not the simple fact of you putting it up there to help them be aware, it's
a possibility protects your brand. And it keeps your customer satisfied. Because what
customers want the same thing that you and I want because we're customers to which is
just awareness and education. We just want to understand what might happen, and then
be pleasantly surprised and completely blown away if it doesn't happen, that you
delivered as promised. Right? And if you didn't, well, you already gave me the disclaimer
and I understand that it wasn't you. And I'm okay with it. I'll come back to your business
and I'll purchase something again. Right. That's the whole point. That's where you want to
be. So if it's shipping then talk about that. If it's local delivery and you're running into
delays, address that. Okay, at the end of the day, what you want to do is be fully
transparent about what your business is facing relative to COVID? Be it delivery, be it
shipping, be it wait times, because you can't hire fast enough to get enough people on the
phone to take an order. For example, right? Just be honest, make people aware put it on
your, you know, on on your call in information. I'm trying not to struggling I used to run a
call center, why can't remember all the different pieces. You know, from my experience in
corporate and then in my experience in startup in both situations, you know, I interact
with with call centers and I'm dying to understand what I was trying to grasp that right
there and it's the outbound message is what it's called, right. When your customer comes
in, what is the message that they receive whenever it's an inbound call? So once an
inbound call, what's your message going out when they call you? And that messages, you
know, we apologize for, we're experiencing delays. Right, if you call a bank right now,
pretty much any bank has you on hold for maybe 20 minutes. That's a long hold. And the
reason why is because they're experiencing a large number of calls due to COVID.
Because some branches and locations are so closed and people are trying to figure that
out. So this is what I'm telling you to do. Think about an industry that's very similar to
yours. Do you have a call situation where you're answering calls and taking orders or
offering services and you cannot get to people fast enough? Well, how you create that
message? Whenever you have an inbound call? Still shamelessly from other companies
that are taking inbound calls, how are they handling it? What are they doing, if you have
money to invest in additional software that allows you to dial them back instead of
having them wait? offer that as an amazing service? I don't know about you. I'm not
saying it's ideal, most ideal is to be able to get to the person right away. But if you tell me
that the whole time is going to be 45 minutes and do I want to hold 45 minutes or half You
call me back. I'm gonna let you call me back every time. So if you have the ability to invest
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in that and you're facing that situation, there's there's a solution right there. Okay?

 07:13

Think about it that that's where I want your brain right now. I'm not saying I have the
answer to your specific situation. What I'm trying to do though, is give multiple examples
of how customers have been negatively impacted in COVID, for whatever they've
purchased. And as business leaders, it's our responsibility to be fully transparent with our
customers and our clients about what those delays look like. So they know that we're not
trying to under deliver, that's not our brand, that's not our intent. And so don't let COVID
and things out of your control, damage your brand. Get on the front end of it. Okay, send
out email notifications if you need to. If something was truly your fault, apologize Please
apologize. And you don't have to say we are so sorry, we made a mistake. I'm not saying
that you need to apologize and admit a mistake. All I'm saying is you need to apologize.
And just say I am so sorry, the way that situation turned out this way. I am so sorry, the
situation turned out this way. Can you tell I'm getting excited because when I get excited,
my mouth starts going faster, to try to keep up with my brain. And so it doesn't it cannot
do that my brain flies a mile a minute, but the mouth tries, which is why I talk really fast.
And then I'm stumbling and mumbling and jumbling the words. So I apologize for that.
Thank you for hanging with me. And giving a little laugh I'm sure when I start to speed up,
because by now you probably know if I'm speeding up. I'm getting excited. And I'm
thinking about things faster than it can come out of my mouth. So what I'm trying to say is
apologize. Just apologize. I'm so sorry that you know you were promised this and didn't
happen. The end, I want to make it right, here's what I'm going to do. That's the best thing
that you can do. Don't wait three or four days. Don't avoid it. Don't Don't ever delay.
Remember I did that podcast recently about email etiquette and how if I send a note and
you don't respond to me the same day, it looks like you don't care about my issue. Well,
it's the same thing. If you realize that a customer has an issue and you don't respond to
them immediately, they're going to naturally assume that you don't care about their issue.
Don't let that be their assumption. Okay, be all over it. Be absolutely all over that
situation. Thank you so much for reaching out. We will look into it we so apologize for the
fact that you even had your inquire, let us start to look into it for you. Right, apologize for
the fact that they had to inquire not because you did anything wrong, because you may
not have okay, but people appreciate an apology. People appreciate empathy and
understanding. So That's what I want you to do when we're talking about COVID impacts
relative to your service or your product and the delivery of that. be transparent, be
upfront, acknowledge that there may be issues, call them out. When you see an issue,
educate your customer on it. Apologize for anything that just didn't turn out quite right.
Offer to make it right if you can, and you will continue to maintain a loyal customer in that
regard. You know, that put yourself in their shoes, what would you want? That's what you
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need to give them.

 10:30

All right. Go and be legendary.
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