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UPCOMING EVENTS

x  Tuesday July 27 ™ & Saturday July 31 = 2021, LICA Summer Convention

in Niagara Falls NY (more details TBA)

x  August 16 ™, 2021 PALICA and Mercer County Conservation District

Field Day, @ Conservation District headquarters, Mercer PA (more
info to come)

x  PALICA 2022 WINTER MEETING d March 4™ & 5" @ Days Inn by
Wyndham in State College PA - MORE DETAILS TO COME

WELCOME OUR NEWEST MEMBER TO PALICA!

Griffin Excavating Inc.

Randy Griffin

360 Sopher Road

Grove City, PA 16127

814-786-9995
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HOW TO DEAL WITH DIFFICULT CUST@QWERSSEEM COMMON SENSE BUT Y

I'b [h{9 _h'w {9b{L.L[LC¢, 6020bQit ! FNR M

3. Hear thecustomer out and empathize with them

t S2LX S ¢K2 |NB dzalaSid ySSR (2 0SS KSIENRZGaSUt 8KSe DUZNIS P«
0KS aAbdzr A2y AT G Iff LlRaarotSz¢é I ROANBASHI BBER Qb K1
physical violence or threats (time to call the police!). Allowing a client to fully verbalize their complaint or anger is

@I tdz2 0ot S alye AaadzsSa FNAaS 2N SalOrtlGdS 06SOFdzaS GKS ¢

Here are a few thigs to keep in mind when listening to customers

Practice active listening

g GKA&a &01F3ST AGQ&a AYLRNIL Y Ggh
practice of consciously assimilating what the other party has to say, &&=
instead of just standingilently in front of themThis will help make a
322R AYLINBaaiAzy |yR AGQftt Ftf2ah

A
saying, so you can (if possible) resolve their issue efficiently.
Active listening also entails that you listen with your whole bdlhyis ‘
means using positive body language such as having an open stance a s aF -
Y2RRAY3 Ff2y3a (2 dK2g (GKS 20KSN _.TEQS.FS ¢ o f

al1S GKSY ¥SSt (KIiG GKSe@QNB Gl 1Sy aSNr2dzaft e

Gary Johnson, a Senior Consultant at Prevention Advisors, recommenészhdt d K2 ¢ Odza i 2 YSNAR (K|
concerns seriously. According to him, this can be done by maintaining eye contact and exhibiting the riggrbiabn
behaviors (like not smiling, excessively nodding, or rolling youreyesre on this below).

G/ Fff @2dzNJ Odzali2YSNI 68 yIFIYSS AT LlaairoftSzé KS FRRaod |
them.

Respond with empathy

G2 KSy az2yvyS2yS8S &S8Stfta i dzAX 2dzNJ yIF Gdz2NIF f NBALR Y a SAvdda  dz
GKSasS 4 Ittt Oz2adazé aleda CAz2yl | RESNE C2dzyRSNI G ! O
G2 KSGKSNJ 2N y2i @e2dz GKAY]l] GKSNBQa | NBFf LINRPOfSYZ Al

F2N) 82dz 12 NBALRYR 6AGK A&8S YWEKEI S XK&OMNBE { RRA 0 IKAY ARG SR P !

g2dz R KIS SELISOGSRQ 2NJ WL OFy dzy RSNEGFYR ¢gKeé @2dzQNB

4. Be mindful of your verbal and newerbal cues

The thingsyousay | Yy R R 21/ @i siggificantly affect the outcome of any tarser interaction. Signs of boredom,
impatience, or aggression will only escalate the situation. So, be very mindful of your words and the body language yol
project.




Here are a few tips to help you do just that:
Verbal

'a4S & LIKNI &S & cotdifig tdReded EvBrdah, adthor ofPowerful Phrases for Effective Customer Service,

G/ dza02YSNE | LILINBOALFGS 06SAy3 GNBIGSR O2dzNIiS2dzates az o
throughout your conversations, you show your custome?sgh & 2 dz NBaLISOlG G KSY dé

Non-verbal

Be careful with the notverbal cues that you give off.

. 2Re fly3adza 3IS A& Iy AYLRNIIYy(G G22f F2N) aK2eAy3d I+ Odz
an author, trainer and keynote speaker witliozus on customer service.

Gb2RRAY3IX S8 O2yidl 04z FyR y23S dF{1Ay3 INB it SEOSTf
you interrupt, the person will assume you are not listening and often feel the need to start over agantlipéisten to

0KS gK2tS aiz2Neodé

You should also avoid defensive or hostile gestures such as closed fists or folded arms as they could aggravate the

customer.

50 / 2YYdzyAOI GS ¢gKIG &2dz Oy +FyYyR OFyQid G2 | o02dzi GKSANI

hyO0S @2dz2Q0S KS8RMRBNBKIA (RSaDdza &2dxff ySS)
Oy FTYR OFLyQi R2® 1'yyS aiAySNI 2F ¢KS 5dzy @S:
and apologizing.

dhyOS e2dz KIS KSIFINR (KS adGd2NeB> | al Z¢guzSad.
tell the customer you are sorry they have had this experience, feel this way or whatever is
I LILINE LINR | (0 S ¢

CNRY (KSNBEZ LINEP OSSR 6& O2YYdzyAOl GAy3a sKIG &2dz Oy |\
Al GKFG 22db BSSHRYSEXAFERSNEQaE y20KAYy3 L OFy R2dé ¢KI
YFe NI}y3aS FNRY aAiAvyLi e 3IFTGKSNAy3I FrOda G2 az2t@ay3a GKS
alAySNI SOK2Sa (KAa I RJA OS do fdr thénit fissue K Bfun0,dedréd®, Widtbuatie (i & 2
b2ér 6KF(G KILWLSYya ¢gKSy &2dz OFryQl o0SyR (2 &2dzNJ Odza(i2 Y
| SNBQa& Yy FTRRAGAZ2YIf GALI)Y AT LRRaaAirofSs tSd GKS Odzad2®
complaint.

Gal 1S GKS Odzad2YSN)I FSSt fA1S (KS&Q@S YIRS I RAFFSNBYy(
feeRol Ol A& 3I2Ay3 Yy246KSNBD® al 1S &ddz2NB GKI G &2dz £t SG GKSY
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6. Act quickly

lfyoucanresoB (G KS Odzai2YSNRa LINBPO6fSY AYYSRAFGStEes (GKSyx o@

C2NJ 2ySs o0SAy3a FotS G2 l[jdadO1fte | RRNBaa I Odzaid2YSNRa
you can get on top of things and sayishe customer, the more likely they are to refer to you friends and family members.
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7. Compensate for their discomfort (if necessary) &

¢F1Ay3a GKAA aidSLI rayQi lftglea ySOS ;\\Q ¢(’% Ra
instance, if the issue is due to arror on your part, it may behoove you to do N ‘%\

something extra for the customer. Q\ ‘b(\‘%‘se

Jason Perkins of San Diego SEO Firm suggests providing additional comper

W
to make up for any mistakes or issues. ‘“\ \° @ %
p for any \(»‘3 ‘%

GDAGS GKSY a2YSUGKAy3a (G2 O2Yusibmes! (S
complain about something, either it has to do with your service or with the

people who are working for you. If they feel that they are not being serviced
LINPLISNI &3 e2dz KI @S (2 3IAGS GKSY az2YSGKAy3 G2 YIS dzd

T2 NJ

8. Makea2 dzZRIYSy i Ol ffyY 2AaAff &2dz 12t SNI 4GS &42YS2yS 46K2Q& 0o

LT GKS &aAddz A2y NBFOKSa | LRAYylUG 6KSNB GKS Odzaidi2YSNJI ¢
to make a judgment call on giving them what theyyva, @SNE dza G FANARY I (GKSYD

,S8ax OKzz2aAy3da GKS I+ (G &ikyoata weikior theBiagsin, Bukkeepingla iréble@dtid Yy S O ¢
customer can be just as bad.

l'a OdzAG2YSNI aSNBAOS FyR aLISI 1 SN { KSLltmagHe8ye tofidziha A G ¢
customer, politely sending them on their way to the competition. A bad customer can hurt morale and make the
working environment uncomfortable.

90 52y QG F2NHSG | 062dzi &2dzNJ SYLX 2&8SSa

Make sure you have a solid team who can supgour customer service
efforts. Part of doing this means rewarding your employees for the harc
g2N)] O(KIFIG KS2Q@S 0SSy R2Ay3IO

GLYOSYUGAGATAYy3 62NJSNER G2 SFFSOI ‘
NI AasSa GKS g2NJ LI OSQa ratad&nmsdf £
customer service. You can do this by implementing rewards systems,
increasing wages, or by simply giving praises a long way!




5 Tips to Ensure Customers Pay You On-Tiwery business runs into deadbeat
customers. Here's how to make sure they don't take advantage of you.

BY HOWARD GREENSTEIN

No one likes doing work and not being paid for it. Yet let's face it: We business owners know it happens all the time.
RocketLawyer.com recently released a surveyd@b members a its website: 25 percent had trouble collecting

payments, and of those, 60 percent had to write off bad debt. As a bonus, the survey release included Rocket Lawyer's
tips for getting paid. | thought they were worth passing on:

1. Perform a lackground check.

Check the client and make sure they have good credit. If you can't afford the credit check services or if you're not sure
about the client's ability to pay, get a portion of the project up front before you start.

2. Create and sign a corgct.

A contract not only protects you, but it protects the customer as well. A contract should spell out deliverables the client
will get as well as the payments the client will make to you, along with a schedule. According to Vito Mazza, Senior
Consultantat GreenFlag Profit Recovefin the current environment, people should start considering -2y terms for
payment instead of the standard 30 days."

3. Bill customers consistently.

Bill on a schedule that keeps them from "forgetting" they owe you a paynie the survey, more than 35 percent of
businesses had one customer that was more than 90 days delinquent. The survey also reports that only 29 percent of
businesses call customers when they're late. "Regular contact is critical,” says Mazza. "M&siyzDiwo long to get

started asking for money. They don't get paid after 30 days, so they wait until 60 days and send a note, then 90 days tt
send another note." One of Mazza's services includes what he calls "first contact courtesy notices" vohichfgg a

client misses the 3day deadline.

4. Have your attorney send a letter

When | recently ran into a deadbeat in my business, my attorney chose a "take no prisoners" approach that listed poss
legal actions that would arise should the cliéait to respond by a certain date. This did the trick. Remember, though: This
gambit may be too strong in some cases. You have to weigh such "motivational" tactics against the circumstances of t
late payment and the nature of your relationship with tHent.

5. Send them to collections

If you still can't get the customer to move, find a reputable detfection agency. You may give up a percentage of the
money owed, or pay a flat fee, but you'll likely get something and you'll stop wasting your timel@adbeat. If you work
with a debt recovery firmthe industry claims a 12 to 14 percent recovery rate. Mazza claims his strategy recovers 50
percent and costs are fixed at roughly $12 to $14 per file.

Don't let customers take advantage of you by makiou wait for your cash.







