MYRA GOLDEN'S

BEFORE You Hit
=y Send! webinar

How to Write Business-
Friendly Emails That Create
Emotional Connections and

Leave Customers Saying
WwWow!

How a Best Buy
E-Service Rep WOWed Me

What Best Buy Did Exceptionally Well

1. Personalized the email

2. Acknowledged my satisfaction
with product

3. Explained policy in lay terms
4. Exercised empowerment

5. Restored my confidence in
Best Buy
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Things customers hate about email —-based
customer service

1. canned=>
Responses

2 « Their guestions
are not being

Answered




6%

Of customers say they are not getting
adequate answers to their emails.

3 » Companiesare
taking too long to

RESPOND

2 Days

Average time it takes to respond to customer emails (46 hours)




Today’s “instant-
gratification” seeking
customers aren’t happy
with a 2-day response time.

WhatE-service
Issupposedtodo

Email is not a

digital business
letter




Email Communication IS (supposedto be):

e Informal

* Concise

» Conversational/friendly
» Adialogue

 More convenient service
» Faster service

The 4 Things Your Email Must

DO (to meet & exceed customer expectations)

1. Prompt response (less than 24
hours)

2. Answer every guestion

3. Business-friendly,
conversational style

4. Invite customers to contact you
if they need more help

H OW 't Ensure you answer the customer §
questions




Dummy-Proof Tricks for Ensuring
You Really Answer Questions

URead the customer’'s email in its entirety

UCopy the customer’'s email and paste it into

your reply and then go line by line and ensure you've
answered all questions. Then delete customer’'s email.

uDon’t simply drop “body” paragraphs into
categories

Amazon.Com

Wows even when they can €
answer a guestion.

TONE

The Friendly Customer Service Tone

Mostemails don fhave it




The Tone of Your Emails

Should Be...
« Courteous Liability Complaints
« Helpful » Assertive
- Willing * Formal
. ¢ Impersonal
¢ Informative . Objective
« Personal But never
e Conversational « Abrasive
« Sincere * Blunt
« Warm * Cold

* Bureaucratic

The Friendly Customer Service Tone

1. Use pronouns to personalize
and establish rapport

2. Structure sentences in a
friendly, conversational way

3. Write as if you were talking
face-to-face to your customer

Probably no single language
choice is as effective in
making business
documents human and
personal as well-chosen
pronouns.

Franklin Covey Style Guide




Me
Pronouns You y

Should Use In You

Your Emails
we

Us
Your

Make your emails personal
Wlth “ |" (and other pronouns)

| sincerely apologize for the inconvenience you
experienced when Flight 1860 was cancelled
due to Air Traffic Control. You have every right
to expect our flights to operate as scheduled.

We certainly don't intend to cause difficulties for
our customers and realize that any service
failure, even when the cancellation is mandated
by Air Traffic Control, creates a negative
impression of our company.

Be personable

In your emails




[chat Transcript

info: Please wait for a QVC representative to respond.
info: Welcome to QVC's live chat service. This is 'Kathi P'. How may | help you?

Myra Golden: Hi Kathi. Can you tell me the status of my return of the Canon
[HV30 camcorder?

Thanks for waiting.
I'll be glad to check for you.
: Thank you for waiting while I check on this for you.
Kathi P: Thanks fol YT

- preciate your patience.

Kathi P: Ms Golden, I'm so sorry the Canon Vixia HV30 MiniDV HD Camcorder
lhasn't been processed as of yet. 1 know you're anxious to have this

completed. The return processing time can take up to 17 days from the date an
der is returned to QVC. | hope your item is processed soon.

Myra Golden?

Kathi P: You're certainly welcome, my pleasure! Have a wonderful day and
[please don't hesitate to contact us anytime, we're always glad to help.

info: Your chat transcript will be sent to myra@myragolden.com at the end of
lyour chat.

Relate
and
Respond

Add the Human Touch

In your emails




The human touch

This is one of many such stories about this amazing company an

the business magazines
are iistening. Below are many links to stories, articles and glowing reviews of this amazing
company.

From a blog post at
Pitp: /W ZAZIAMAIT € OMVDIg/7p=240

heart Zappos
really do

One brignt. extraordinary note In all of Ie sad Stulf of the Iast few weeks - In May we had
ordered several pairs of shoes from Zappos for my mom. She'd lost a lot of weignt. and her

0ld snoes were all too big. She had a whole new wardrobe of clothes in pretty colors. that
501 wanted her 1o have some pretty shoes that it 100, when | took her up 1o Oregon 1o stay
where her sister is. Out of seven pairs, only two it Not bad considering she'd never been this

thin, 50 | was winging it, and the retum shipping is free

Tne rest were here waiting 1o be returmed. Because of various circumstances - lost label, my
mom being hospitalized and me being away. the shoes were never sent back. There's a time
imit on the retum of 15 days. Remember (nis. When you 4o a retum to them, th
Shipping. but you have to get the shoes to UPS yourself. Remember this. also

When | came home this last time. | had an email from Zappos asking about the shoes, i
em | 'was just back and not ready to deal with that, so 1 replied that my
mom had died but that I'd send the shoes as soon as | could. They emalled back that they
had arranged wiln UPS to pick up the shoes. S0 | wouldn't have 10 take the time to do it
mysell. | was so teuched. Thal's going against cerporate policy

they hadn't receives

tleaving. It was a

Yesterday, when | ¢ame home from town, a florist delivery man was ju

(2 #imodule14574882 - Windows Internet Explorer

S & Sasbiao _li=i]us
Fle Edt vew Favotes Tooks Hep

i Favories | 55 L Twiter-Home [ Suggested Skes * £ Get More Add-ons * [ Facebook gl . @

£8 |~ | [T voustsd Home Bronm .| Eeentcy x 7 hanged ¥ 2

had arranged wilh UPS (0 piCK Up Te Shoes, 501 woulan't have 0 take the ime 10 00 1
myself. | was so touched. Th; ainst corporate policy.

hen | came home from town, a florist delivery man was just leaving. It
beautiful arrangement in a basket with white lies and roses and carnations Big and lush and
fragrant. | opened the card, and it was from Zappos. | burst into tears. Fm a sucker fo

kindness, and if that isn't one of the nicest things I've ever had happen to me. | don't know

IF YOU BUY SHOES

NE. GET THEM FRO
Ith Nearts like thelrs. you know ihey're ood 10 0o business with

The business world is listening. More Zappos stories and accolades below
Zappos on Startup Review

Zapposcam Case Study: Why shoes are great for &-commerce 5

Ine.com article on Tony Hsieh
Haw | Did It Tony Hsie

s, reall

CEO, Zappos.com
Startup Nation on Zappos

using on Service - Nick Swinmurn's Key e
Business Week article on Zappos

A Shine On Their Shoes

Zappos.com's bue-
Fast Company article on Zappos

wertothe employee. Al 2appos, workers are given powe
Mare accolades trom Fast Company

on customer service s winning market share
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The Friendly Email Tone Summary

» Courteous, friendly, helpful
tone

» Use personal pronouns
throughout email

» Be personable
* Try to add the human touch

Now you

Take a basic problem you
handle and write a
personable/friendly
statement that you
demonstrates your concern.

11
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Formula for Emails

WOW Formula for Emails

Friendly salutation
Greet the customer by name
Acknowledge issue AND apologize

Provide an explanation of how/why the

problem happened

5. Explain how you will resolve the issue (or
tell the customer what you’'ve already done)

6. Thank the customer and invite them to
contact you again if they need to further
assistance

Personalize EACH STEP with Customer-Friendly Tone

P DdPE

Friendly & Personable Salutation

‘Hello™ T

Instead of Dear™~

12
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Acknowledge and Apologize

@ JetBlue, perfect illustration
@ QVC, again a great example

JetBlue | About

Company | An Apology From David Neeleman - Windows Internet Explore

e Jetbh.com FIEIE
Fle Bt Vew Favorkes Took Hep

Vi Fovories | s L Twitter-Home | Suggested Stes + £ Get More Add-ons * [ Facebock

8 etBloe | Abouk | Oux Company | An Apology From D...

Lasto:

jetBlue TRaveL ALErT |

An apology from David Neeleman

David's apology. Aisosee

Dear JetBlus Customers.

Lastweek was the worst operational week in JetBlue’s seven year history. biany of jou
were ither stranded, delayed or had fights cancellad following the Severs winter ice storm
inhe Nortneast The Storm Gisrupted the movement of Jircraf, and, more important
disrupted the movement of JetBlue's pilot and inflight crewmembers who were depending
on those planes to getthem to the airports where they were scheduled to serve you. With
the busy President's Day weekend upon us, rebooking opportunilies were scarce and hold
times at 1-800-JETBLUE wers unusually long or not even available, furher hindering our

i

T
to

UM TOIE of bringing humanity back
fising happier and easier for everyone who ch
this promise last week

aittravel, and
[

We are commitled 1o you, our valued customers, and are taking Immediate cortecive
S1eps 10 1egain your Confidence In us. We have begun uting 3 comprenensive plan in
place 1o provide better and more mely InforMation 1o ¥0u, MOfe 1901S 3nd reSOUICES for
our crewmenmbers and improved procedures for handling operational dificulties. Host
importanty, we have published the JetBlue Alfways Customer Bil of Rights — our official

[chat Transcript

info: Please wai

for a QVC representative to respond.

info: Welcome to QVC's live chat service. This is 'Kathi P'. How may | help you?

Myra Golden: Hi Katt
HV30 camcorder?

Can you tell me the status of my return of the Canon

Kathi P: Thanks for waiting.
Kathi P: I'll be glad to check for you.

Kathi P: Thank you for w. g while I check on this for you.
Kathi P: Thanks fol DT
preciate your patience.

Kathi P: Ms Golden, I'm so sorry the Canon aHV30 MiniDV HD Camcorder
lhasn't been processed as of yet. 1 know you're anxious to have this

completed. The return processing time can take up to 17 days from the date an
del returned to QVC. | hope your item is processed soon.

Myra Golde

Kathi P: You're certainly welcome, my pleasure! Have a wonderful day and
[please don't hesitate to contact us anytime, we're always glad to help.

info: Your chat transcript will be sent to myra@myragolden.com at the end of
lyour chat.
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This is a great example
of explaining how/why
problem occurred.

(2 This Apology Letter From Southwest Is Refreshingly Honest And Informative - The Consumerist - Windows Internet Explorer

Fie Edt

¢ Favorkes

e consumerst. com CIENES
Vew Favorkes Toos Hep

5 Toater-tome €] Soggested Stes £ Get More Add-ons ] Facebook.

Brenc & Twitter s apclogy Letter Fro...

T aveady @

73T SooTwest CUsTomer,

Tio e af /eas] Gastore:

Southwest's letter

[11
1M S0y for the Unexpecled GircumStances surrounding the disruption of our Aug 10 fight from Oaktand.
In:addition to my apologes, I like to provide youwith some information about what happened that
atemoon

Shory afer takeoft the Pilots received a low pressure indication for one of the two independent hydraulic
systems (488) on the aircratt In response to this situation the Captain retumed to have the aircratt
InSPECsg. In his case. Me problem was with the A hydraulic System - here was a i leak Afer
‘speaing with our lainienance Depanment, | 1eamed thatthe supply line which helps operale one of the
mosable panels on the aircrafts wing surface was leaking hydrauli

comesponding line was then replaced to fix the problem

fuid, and 35 such, the

Thank you for your patience while altemnate fight arrangements were made to continue your tip. With the
hope that jou will srant s the 6o ortuniy o prove there aré beter experiences to have with us, Im
56NGING 3 LUY VOUGNEr 1o £3ch Person who was anboard your fight that w invite you 1o apply toward
future Southwest reservations. ¥e truly appreciale your valued patronage, and we Iook fonvard to
welcoming you back again real soon.

Kind Regards:
Melissa Chalupa MOST DISCUSSED
Cop Fired|
Enclose : One Southwest LUV Voucher. [comEie
[1] . Refund P
206 Comn)

[#E[5

Amazon.Com

Example for
Explaining how you will resolve the issue (or telling the customer
what you’ve already done)

14
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Relate
and
Respond

Howto close an

EMAIL

Thankthe customer and invite them to contact you if they need to

Subscribe To Our Weekly Shameless Plugh (Our fun and informative newslstter!)

G “w
»a(m el ENTEROUR ]
g B 5
BT S5  FREECLOTHING {7
GIVEAWAY

CERTIFICATES
(oT Shipping_uporode.

15
15



= This Apology Letter From Southwest Is Refreshingly Honest And Informative - The Consumerst - Windows Internet Explorer

e consumerst. com CIENES

Flo Edt Vew Favokes Toos Hep

' Favorites. 5 Twitter - Home £ | Suggested Stes * £ Get More Add-ons * [ Facebook Myra Bryant Golden £ cust... £
- e Benc ¥ e iz docdogy Leter Fro... 3
T aTeady & Pty ToyaT SauTrest coalomer, BUf T7e w6% a7 Craspacted o e o1 east] goslirm

Southwest's letter

[11
Im oy for the Unexpecied crcumstances surounding the disruption of your Aug 10 fight fram Qakland,
Inaddition to my apologles, Id iike to provide you with some information about what happened that
atemoon

Shorty afer takeofl the Pilots received a low pressure indication for one of the two independent hydraulic
systems (488) on the aircratt In response to this situation the Captain retumed to have the aircratt
InSpECsg. In his case. Me problem was with the A hydraulic System - here was a i leak Afer
‘speaking with our lainienance Depanment, | 1eamed thatthe supply line which helps operale one of the
moxable panels on the aircrafts wing surtace was leaking hydraulic lid, and 35 such, the
comesponding line was then replaced to fix the problem

Thank you for your patience while alternate fight arangements were made to continue your tip. With the
hope that jou will srant s the 6o ortuniy o prove there aré beter experiences to have with us, Im
Sending 3 LUY Voucher to each pess anboard your Right that ws invite vouto 3pply toward

e egenations§ e truly appreciate your valued pationags, and we ook forward T
el coming you back again real soon.

Kind Regards
Helissa Chalupa

MOST DISCUSSED

Cop Fired|

Endlose: One Southwest LUV Voucher.

Great Email Closings

Sincerely
Regards

Respectfully yours

American airlines amazing
apology

\

AmericanAirlines

16
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American Airlines Apology Letter to Me

Our manager in Dallas/Ft. Worth was
concerned and asked us to follow up with you
regarding your flight with us on March 11. We

can understand how frustrating this trip must
have been. Simply, we are very sorry for the
inconvenience as a result of the delayed
departure of flight 1808.

As a frequent traveler, you know that good
customer service sets us apart from the other
airlines. So, when we don't provide it, no
excuse will do. Although we will never
compromise safety for the sake of on-time
performance, we sincerely apologize that your
travel plans were disrupted while traveling to
Washington, D.C.

[ We don't want to lose your confidence in us

and hope you won't let this trip do so.
Therefore, as an indication of how important
your patronage is to us, | have added 7,000
Customer Service Bonus miles to your
AADVANTAGE account. You should see this
adjustment on one of your next two
summaries.

17
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1
Please continue to travel with us often. It is
always a privilege to welcome you aboard.

WOW Formula Summary

Friendly salutation
Greet the customer by name
Acknowledge issue AND apologize

Provide an explanation of how/why the

problem happened

5. Explain how you will resolve the issue (or
tell the customer what you’'ve already done)

6. Thank the customer and invite them to
contact you again if they need to further
assistance

Personalize EACH STEP with Customer-Friendly Tone

P DdPE

Myra enjoys answering your
guestions...so type your question in
the chat box now. You can also text

your questions to 918-383-0835.

18
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Friendly,
Conversational

Sentence
Structure

Sentence Structure Tips

8 Keep sentences short —no
more than 15-20 words

8 Use short paragraphs and
bullet points

Avoid Passive Sentences

* Your email has been received.

» Thank you for taking the time to write to
us.

* We hope this incident will not adversely
affect our relationship.

* We will make every effort to deal with
this situation in such a way that you will
still have confidence in us.

19
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- As if you were sitting side-by-side with your
r I e customer

As much as
possible, use
the customer §
words and
phrases

Quick

recap

20
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Write Meaningful

SUBJECTS

Don’t do this

@ [Blank]

@ [Re: Customer Contact
Form]

Think of your
subjectline as
the headline of
anews article

21
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Meaningful Subject Lines

q “John, the lawn mower manual you
requested is attached.

q “Lynn, your replacement Widget will
ship tomorrow.

q “Susan, here is the list of ingredients in
our XYZ Bar.”

q “Ms. Johnson, thanks for contacting

Bumble Bee (Reference
Number: 000355735A).”

Reference Slides for you

7 Grammar Gaffes That Rob You of
Credibility

1.Your vs You're

2.1t's vs Its

3. There vs Their

4., Affect vs Effect

5. Then vs. Than

6. Different than vs Different from
7. The Dangling Participle

22
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Yourvs You ré

All it takes to avoid this error is to take a
second and think about what you're
trying to say.

“Your” is a possessive pronoun, as in
“your car” or “your blog.”

“You're” is a contraction for “you are,”
asin “you’re going to be so more
effective at writing emails because you
attended this webinar.

Therevs Their

This one seems to trip up everyone occasionally, often
as a pure typo. Make sure to watch for it when you
proofread.

“There” is used many ways, including as a reference to a
place (“let's go there”) or as a pronoun (“there is no
hope”).

“Their” is a plural possessive pronoun, asin “ their
bags” or “their opinions.”

Always do the “that’'s ours!” test—are you talking about
more than one person and something that they possess?
If so, “their” will getyou there.

Itsvs It S

“It's” is a contraction of “itis” or “it
has.”

“Its” is a possessive pronoun, as in
“this blog has lost its mojo.”

Here's an easy rule of thumb—repeat
your sentence out loud using “it is”
instead. If that sounds odd, “its” is
likely the correct choice.

23
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Affectvs Effect

“ Affect” is a verb, as in “Your
ability to communicate clearly will
affect your income immensely.”

“Effect” is a noun, as in “The effect
of a parent’s low income on a
child’s future is well documented.”

Thenvs Than

No: The accounting department had more problems
then we did.

Yes: The accounting department had more problems
than we did.

Tip: When a sentence construction begins with If, you
don'tneed a then. Then is implicit, so it's wordy:

No: If you can't get Windows to boot, then you'll need
to call Ted.

Yes: If you can't get Windows to boot, you'll need to
call Ted.

Different than vs Different from

No: This setup is different than the one
at the main office.

Yes: This setup is different from the one
at the main office.

Yes: This setup is better than the one at
the main office.

24
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The Dangling Participle

The robber ran from the policeman, still holding the
money in his hands.

After being whipped fiercely, the cook boiled the
egg.

The grammatical problem here rests with the -ing and -ed
words used in these sentences: "holding," "whipped. "They are
participles.

The antecedent—that is, the noun to which the participle
refers—must be clear to the readers in order for them to
understand what's being said. Otherwise, an action may be
subscribed to the wrong person/thing, such as “boiled" to cook.
That's called a "dangling participle," because it's left
“dangling" without a clear antecedent.

Tips for Better Punctuation

« Commas should be used to join introductory clauses, after
introductory clauses and phrases, to set off interrupting
elements, with restrictive and nonrestrictive elements, with
appositives, and between items or modifiers in a series.

« Semicolons are used to join closely connected independent
clauses and between items in a series.

+ Colons are used to introduce a list, formal statement, or
restatement in a sentence.

« The dash, used to add interrupting phrases or clauses, and
the parentheses, which sets off incidental information, should
be used sparingly.

¢ Use quotation marks to identify quotes.

¢ Punctuation usually belongs inside the quotation marks.

leyCD/ Usage-Style-Cheat-Sheetid-305499 articleld- 30163 htmi

Proofing techniques

25
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http://www.cliffsnotes.com/WileyCDA/Section/Grammar-Usage-Style-Cheat-Sheet.id-305499,articleId-30163.html

Proofing Techniques

* Read backwards so the content doesn't
distract you from watching for errors

» Point with your finger (or mouse) and read
every single word

» Read aloud so you slow your reading speed
are more alert to flaws in grammar and sense

* Print out your email and proof
* Have someone else read it
» Never proof immediately after writing

Expert Editors’ Tricks for Proofing

— Listen to music or chew gum. Proofing can be
boring business and it doesn't require much
critical thinking, though it does require extreme
focus and concentration. Anything that can
relieve your mind.

— Read something else between edits. This helps
clear your head of what you expect to read and
allows you to read what really is on the page.

— Proof for only one mistake at a time.

Proofing for one mistake at a time

—Typos and misspellings

—Easily confused words (e.g., "to" for "too"
and "your" for "you're")

—Ambiguity
—Inconsistencies
—Formatting problems
—Factual errors
—Missing words

26
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send out an email that you

wouldn fvant shared around the
globe through a powerful blog

Be careful not to come across

Defensive
or Accusatory

Not This

Concerning the April bill, the local service
representative may have been called, but these
calls cannot be verified unless the
representative’s name and the dates when the
representative was called are provided to this
office.

27
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This

During the discussion of your April bill, you
mentioned that you had called your local service
representative at least three times during the
month. Do you remember the representative’s
name and the dates when you called?

. And be careful not to come across

Cold
or Too Formal

Not This

We have received your email alleging that a
mouse was in your room. We shall, of course,
investigate the matter. In the interest of customer
service, we would like to offer you a gift card for
$50 off of your next stay with us.

Please reply to this email with your mailing
address and a gift card will be mailed to you.

Sincerely,
ABC Customer Care
888-888-8888

28
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This

It was unfortunate that you had to endure a mouse
in your room. | can certainly appreciate the
disappointment you experienced. Please accept
my sincere apology. | assure you we will do
everything it takes to resolve this issue.

| realize you have come to expect the finest from
any Ritz-Carlton Hotel. At this point, it is my
endeavor to rebuild the trust you originally placed
with us. It would be my pleasure to invite you back
to the Ritz-Carlton, New Orleans for a 2 night
complementary stay. When you know your travel
plans, please contact me directly at ...

Bonus

TIP

Make Your Contact Form Landing Page
as Friendly As Your Emails

(2 Zappos. com - Email Us - Windows Internet Explorer.

(L7 —— o & [[B]i¢
Flo Edt vew Fovortes Tosk Heb

x Google v Psexch - D S o B 1Y sookmaksr | S check + ElAdord -y &

g Fevodtes | x # sipgestedstes = ] Get More Add-ons =

83 - @76 uwead) Yohoo! Mol gol...  [[ll2a000s.com - Emad Us x -
28/7 Customer Service 1800927.7671 -cxguse 1osasraios | M Cart Hello, Myra + Logout
Froe Ship =
ppos ol ; TSesrch
[:eom) Search byi Size - Harrow Shoes - Wide Shoes - Popular Searches
Shoss™|" iy ™| o088 Faralhage™ " Walkiies™ | Suvifoases™ | "N AFFiala d 4
Alph BrandIndex | # | A | B |C D E|F G H L 1 K| L M N O alr[s u

Thank you for Contacting Our Customer Loyalty Team!

Your Email Has Landed...

Have questions? Prefer to order by Phone or Fax? We're here to help you!

1.800.927.7671 o
Email our C: it
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Relate and
Respond!

wantmore? visit: www.MyraGolden.com

MyraGolden.Com
866.873.8419

Copyright 2010 Myra Golden Media
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