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#1 - Increase conversions from your current customer list

Just because a customer doesn't but from you the first time doesn't mean they won't when
the right offer speaks to them and at the right time for them.

Many businesses are so focused on generating new leads they neglect to nurture those
that have already taken one step towards them such as opting in with an email, sending
you an email enquiry, phoned you or exchanged their business card or digital credentials
with you.

Typically an industry marketing standard is a conversion of 1-3% of your email list when you
launch a product or service. So if you have 100 emails you can expect to convert 1-2

customers. That leaves approximately 98 customers that may still buy from you, however,
they are just not ready YET.

Often referred to as the "lowest-hanging fruit" - these are your UNCONVERTED LEADS.

An untapped goldmine waiting for you to address their pain points and
present a solution.

When was the last time you communicated with your list of existing customers?
Majority of sales are done in the FOLLOW UP.
# 2 - Referrals, Testimonials and Logos
It only takes ONE then others will follow.
Nothing beats that feeling of securing your first customer. Once you have completed

your amazing work for your client request a testimonial, ask if you may feature their logo
on your website (which provides their brand with free exposure) and ask for a referral..
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"It's been a pleasure working with you and | am delighted you are thrilled with the results. If
you have any contacts that could benefit from our products and services please have them
reach out to us and | will personally take great care of them" - see, it can be as simple as
that!

A logo on your website and testimonials helps cut through trust barriers and speaks
volumes that you are a legitimate business that delivers quality services and products.

# 3 - Ask for the sale and close with a conscience

Many people like the idea of being in business for themselves but neglect to consider that
the number one focus and skill a business owner must be good at is....SELLING.

If the thought of selling makes you feel paralysed with fear and uncomfortable, you're not
alone. | felt this way too....no-way would | ever apply for a sales role...until | launched my
business idea and quickly realised what my number one skill had to be...SELLING!

| often reflect back on my corporate hotel days managing the reservations centre, this was
actually selling..however, we didn't have to generate the leads - we just had to provide
exceptional customer service and convert the enquiries to bookings...selling right?

Although it didn't really feel like "sales" at the time, it was actually a critical part of the sales
funnel.the conversion.. and interestingly the hotel never hired reservations staff based on
their ability to sell, even though they were responsible for closing millions of dollars...but
that's another story..we did, however, follow a framework of building rapport and trust,
determined their needs and wants and enhanced their experience with upsells (and grow
our revenue).

Most importantly we ASKED for the SALE...all done under the mindset of providing
exceptional customer service. This framework is timeless and although | have learned many
other psychological elemtents to selling and continue to work on this skill | truly believe you
can sell and close with a CONSCIENCE.

THINK CHANGE GROW



https://www.arma-revenuemanagement.com/academy

10 WAYS TO

# 4 - Learn how to handle objections and reframe

Whether you work for a huge company or are starting a business of your own from your
kitchen table..the ONE thing that doesn't discriminate in business is OBJECTIONS to the
sale.

Lack of skill and practice at handling objections is also what makes people shy away from
asking for the sale...what if they say no..then what do | say?

You see the thing that stops a sale from happening (assuming you have correctly crafted
your offer and are providing incredible value that addresses your markets needs and wants
and solves a pain point) is usually because money , time or trust concerns are underpinning
the objection.

Being ready for such possible objections and being ready to reframe them is an essential
skill, for example, if the objection is money can you offer a payment plan? If the objection is
time can you offer flexibility with what is required from them and remove any pressure
around deadlines? And can you offer a small step towards working with you for FREE to
build trust and/or offer money back guarantees?

Nothing speaks more confidence in your product and services if you are willing and
confident to be agile, adaptable and flexible to ensure you can serve them and take them
from pain point to a brand new day!

# 5 - Improve email open rates

Email is a powerful commmunication and marketing tool in business. A study in 2018
predicted there would be nearly 4 billion email users world-wide by the end of 2019 and
this increases rapidly year on year.

However, the average open rate range from an email campaign is 15-24% and the bulk of
this is in the first hour after it has been sent.
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There are a few reasons why open rates are generally quite low, the most obvious being
there is a lot of "noise" in peoples inbox's and it can be a battle to stand out without also
appearing cheap and gimicky. Attention grabbing headlines are important but depending
on your market and who you serve these can also be a turn off and at times appear "salesy"
and damn right annoying - you know the one's I'm taking about, we've all had them hit our
inbox!

But the first thing is to ensure your communication actually has the highest chance of
hitting the inbox of your customers...and not landing in junk, spam or the promotions tab.

There are a few recommended techniques that can help increase your chances of primary
inbox success (not always guaranteed), however, when it works hitting the primary inbox
can really change your conversions as open rates increase.

Be wary of this if you are spending money with companies to send an email to their
customer base, these are often called EDM's. They often charge a significant sum of money
to send one EDM and often they don't even hit the intended customers primary inbox. It is
important to view their open rate statistics and ask questions around do they do testing to
improve their actual primary "in-box" hits?

The timing of when emails are sent (both day of week and time of day) also has a huge
impact on email open rates.

# 6 - Webinars

The ability to do webinars has been around for some time, however, often an overlooked
marketing asset which is often driven by a lack of confidence (both technical and
confidence) and the belief that in-person connections are better.

Enter 2020 and the forced shift to having to get comfortable being uncomfortable very
very quickly as just about everything went online.

Webinars are a great way to provide value, build your email list and even sell products.
You can even automate them and make sales in your sleep!
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# 7 - Events, Workshops and Virtual Events

Hosting an event (large or small) is a great way to grow your customer base and service
your existing customers with additional value and products.

There are numerous ways you can structure events from free workshops and in-person
events designed to educate and provide value but leave a gap so you can sell programs at
the end (if you register for a free event, be prepared to be pitched to). There are also larger
conferences and Summits where you sell tickets and the event is the product you make a
profit from, you may even be able to attract paid sponsors.

In-person events and virtual events both have their pro's and con's and | have successfully
run both, but each option takes just as much time and dedication to ensure a quality
experience is delivered.

Live in-person events (subject to restrictions during the pandemic) promote good quality
real life networking and engagement, however, have risks with venue costs, speaker costs,
production costs and puts pressure on ensuring you can cover these costs either with ticket
sales or selling your products at the event, or you can be left with a considerable debt.

Virtual events have a higher degree of stress in relation to the technology all running
smoothly and the in-person networking is not the same and their is a perception they can
be harder to monetize (although you can), however, your venue costs are virtually zero and
you can reach a global audience. Plus, people spend less money on travel expenses so have
more money to spend with you!

# 8 - Public Speaking
If you suddenly feel sick in the stomach and frozen with fear again stick with me on this
one. People do business with those they know, like, trust and respect. Nothing helps
boost your credibility faster than being able to pull off a professional and insightful
presentation, which when done well begins to position you as a recognised thought
leader and go to person in your niche.

My book can teach you more -
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# 9 - Facebook Advertising

Social media is a powerful tool and very important to include as part of your marketing
strategy, however, it can also be time consuming and lead to no additional revenue.

There is significant money being made through Facebook advertising BUT as it is a social
platform you are essentially trying to capture leads through in order to sell them your
products and services, it takes skill to have success and many new players can lose money
in the process.

Facebook has phenomenal reach and people spend a great deal of time on the platform.
You can target customers at a very granular and detailed level, plus its intelligence at
finding customers for you is superior - it does a lot of the heavy leg work for you once it
understands your customer type and target audience.

The traffic is cold traffic in the sense that the user is on there essentially to share happy
snaps and chat socially with friends and are not actively looking for your product..but from a
marketers perspective this allows the platform to know a tremendous amount about
people's likes and interests which is golden information for marketing experts.
Understanding your numbers so you can confidently scale your spending knowing the

return you make for every $1 spent on advertising is great from both a risk management
and business growth perspective.
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ABOUT

Melissa Kalan's life philosophy is centered on the principle of ‘always learning’. With this
mindset she empowers organisations to lead an education focused culture that influences
loyalty, retention and profits, whilst improving business efficiency.

Melissa successfully founded ARMA — Australian Revenue Management Association, an
online training company serving the global hospitality industry upskilling in the discipline
of revenue and yield management.

Skilled at helping companies tap into unseen revenue and profit opportunities, Melissa
has designed and facilitated hundreds of face to face workshops, created engaging online
courses, founded and hosts the APAC Revenue Management Summit, held virtually in
2020 and developed YIELDMAX an online simulation training tool licensed to academic
partners.

Melissa also wrote and got accredited the first online VET short course in revenue and
yield management and wrote and facilitates the Graduate Certificate of Revenue
Management in a commercial partnership with Torrens University Australia - the first
higher education online program of its kind.

Her background includes positions within Qantas Airlines domestic and international and
The Ritz-Carlton, Hotel Company where she implemented best-practice techniques at
various Ritz-Carlton properties in the Asia Pacific region, including Australia, Indonesia,
Japan, Singapore and Korea.

A recognised thought leader in her niche and frequently invited public speaker her
passion for forging training pathways and designing quality, engaging high end online
programs, backed by numerous testimonials remains a priority.
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SPEAKING |

Victorian Tourism Industry Council, Geelong VIC 2014 -
VTIC

Wyndham Hotel Group — Asia Pacific, GM conference,
Sydney 2014

ARMA Checking in with RM , Adelaide SA Aug 2014
ARMA Checking in with RM , Melbourne VIC Nov 2014
Maximum Occupancy industry event — Brisbane, QLD
Dec 2014

Grand Hotels — conference, Brisbane December 2014
Scoopon Travel Sales Managers Meeting — VIC Dec 2014
ARMA Checking in with RM , Western Australia — March
2015

ARMA Checking in with RM, Sydney — March 2015
YesBookIT National Conference - Rydges World
Square, Sydney — May 2015

William Angliss Institute — 75th Anniversary day for
industry —June 2015

Choice Hotels Australasia
August 2015

BIG4 National Conference, Canberra — October 2015
ARMA Checking in with RM, Brisbane — October 2015
Maximum Occupancy - Auckland & Sydney -
November 2015

Direct is BEST Master Class — Sydney — April 2016
Marcus Evans Pricing Analytics Conference — Sydney,
August 2016

National Conference -

Choice Hotels Australasia National Conference -
Hobart, August 2016
APAC Revenue Management Summit host -

November, Melbourne 2016

Scoopon Travel Sales Manager Meeting — September
2016

Maximum Occupancy
November 2016
Tasmanian Tourism Council Conference - Reimagine,
May 2017

industry event - Sydney,
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New Zealand Hotel Industry Conference- Auckland, July
2017

ToplO Holiday Parks Industry Conference- Christchurch,
August 2017

APAC Revenue Management Summit host - Melbourne,
August 2017

Maximum Occupancy New Zealand — Auckland, September
2017

Golden Chain Group Conference — Cairns, 2017
Maximum Occupancy Industry Conference -
October 2017

Expedia Sydney Summit — Sydney, November 2017
Accommodation Association of Australia Hotel Forum -
Adelaide, May 2018

Expedia Partner Summit — Perth, June 2018

New Zealand Hotel Industry Conference — Auckland, July
2018

No Vacancy - International Convention Centre Sydney, July
2018

APAC Revenue Management Summit host — Melbourne,
August 2018

VIC Parks National Conference - Victoria, August 2018

Sabre and Cendyn Sydney Forum - August 2018

AHA SA Industry Forum, Port Lincoln, October 2018

BIG4 Holiday Parks National Conference - Adelaide,
October 2018

Maximum Occupancy — Sydney, October/November 2018
Maximum Occupancy New Zealand 2019

New Zealand Hotel Industry Conference 2019

NoVacancy 2019 - International Convention Centre Sydney,
July 2019

Sabre DNA Forum -
Sydney, July 2019
APAC Revenue Management Summit 2019 - Melbourne,
August 2019

Ted's Technology Summit, CEO Panel - Sydney, September
2019

Maximum Occupancy Sydney, November 2019

ARMA Revenue Management Virtual Summit, July 2020
AHICE 2020 - Hyatt Regency Sydney, September 2020

BIG4 Holiday Parks National Virtual Conference, 2020

Sydney,

International Convention Centre
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