
Tools of the trade
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DEBUNK THE 
BIGGEST MYTH

Email Marketing is _____ about sending 
‘000’s of unsolicited emails at a time

about eMail Marketing
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Systems / Procedures

Great Service Guide 
 

WELCOME 
Be excited they called 

 
1. Answer before the 3rd Ring – bright and 

cheery – make the right impression  
 

Welcome to The Rental Depot good 
morning/afternoon (your name) speaking ... 

 
2. And I am speaking with? (seek the 

customers name) 
 

TAKE INTEREST  
In the customer’s job - what is the equipment for? 

 
3. Ask about the job, recommend the right 

equipment and/or alternatives. Ask 
plenty of open questions.  

 
WHEN 

When does the customer need the equipment? 
 

4. When are you looking to do your job? 
Will you need the equipment today or on 
the weekend? Let them know about our 
Hire Saturday get Sunday FREE deal 

 
HOW LONG 

Ascertain how long they will need it for. 
 

5. Do you think you will finish your job in 
the day or over the weekend? 

 
THE COST 

Supply the price to the customer include GST. Make 
the customer aware that  added deposit is required. 

 
6. Use Closed Questions – are you picking 

up or would you like it delivered? Are you 
paying cash or credit card? 

 
RESERVE IT 

 
7. Get  Full Name 

    Phone Numbers 
                    Customers Address 
                    Site Address 

 
OTHER DETAILS 

 
8. ID 
      Deposit - Credit Card Details 
      Who Will Be Picking Up 

 
OTHER SUGGESTIONS 

 
9. Vehicle Required (ute/car/van), tie 

downs, best practices job/equipment 
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7 Steps To Creating 
A Winning

1 on 1 
Email Marketing 

System & Procedure

 Systems / Procedures 
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1. Centralised _______ Database
 Systems / Procedures 

 We need to build ongoing
relationships with customers

•For every customer enquiry - the 
customers details gets 
databased / recorded

• Excel Spreadsheet on a 
company Server 

• Google Docs & Spreadsheets is my 
preferred method
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2. Database of ______ Images
 Systems / Procedures 

 Customers / People are very 
visual by nature

• Low Resolution Photo for 
every product
take your own photos | use generic product 
shots from the web (seek permission) | use 
suppliers product shots (seek permission) | 
buy photos iStock Photos - www.istock.com

• Store in a folder 
company server | on a thumb drive & 
download on individual computers | google 
docs (in the cloud)
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www.pixlr.com
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3. Database of ______ Files
 Systems / Procedures 

 Customers are looking for 
experts in their field

• Low Resolution PDF Files for 
your products & services
how to’s | technical product information | 
reasons to buy sales pitches | best usages |
your catalogue - a dynamic PDF

• Store in a folder 
company server | on a thumb drive & 
download on individual computers | google 
docs (in the cloud) | on your website
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16 Reasons you’ll be glad 
you did business with 

The Rental Depot 

 
1. 16 years industry experience 
 
2. We have Staff and Service personnel who are experts in their field, and are customer service 

focused  
 

3. We constantly reinvest in our staff through ongoing training, new product updates and safety 
concerns 

 
4. We are proud and active members of the Hire and Rental Industry Association and The American 

Rental Association 
 

5. We are the proud winners of the following:-  
 Small Business Awards in the Blacktown District 2003, 2005, and 2006     
 NSW Champion of Champion Awards in 2004 & 2006 
 International Business Swap Awards 2006 

 
6. We regularly donate, sponsor and partake in worthwhile charities, such as – Blacktown Apex, 

Westmead Childrens Hospital, SS Crocifissio, Wesley Mission, Mc Happy Day – as well as    
donating to local schools and sporting associations within our area. 

 
7. All our hire products a meticulously checked, tested and cleaned before leaving the depot and    

meet all OH&S and Workcover Authority regulations – your safety is guaranteed. 
 

8.  We are conveniently located inside Mitre 10 Blacktown – so you can get all your Hardware needs 
and Hire Items all in the one convenient location. 

 
9. We will happily swap or replace a faulty item without question. 

 
10. You can hire Saturday and get Sunday free on our great weekend special deal 

 
11. We have an extensive contact network within our industry. This allows us to source almost 

anything you require or at least give the contact name and number of where to find the item. 
 

12. We deliver Sydney Wide and are available for delivery 24 hours a day if required. 
 

13. You will always be greeted with a smile, and the office representative who handles your account 
will take an active interest in ensuring your job is completed first time in the minimal of fuss. 

 
14. We offer a comprehensive guideline and training for each piece of equipment hired. 

 
15. We have excellent showroom facilities. 

 
16. We are constantly updating our fleet with new and innovative items. 

Professional Tools for Professional People 
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4. Use a Professional ________
 Systems / Procedures 

 The Letterhead of the 
21st Century

• Pre formatted and consistent 
branding (Letterhead)
using photos of staff (personalisation) | active 
links to sections on your website (eg - 
account forms) | display testimonials & 
awards

• Every Staff Member has one
load the signature so it comes up 
automatically for each and every staff 
member - you have 
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5. Staff _________ Training
From: xxxxxx 
Sent: Monday, 28 May 2007 8:17 PM
To: enquiries@alerthire.com.au
Subject: re: snow machine hire

hi. i'm one of the leaders at xxxxxxxxxx st (HYS). in 
about 3 weeks time we are going to have a bit of a 
snowboard showcase in the carpark behind the st 
marys church. we are planning on getting some 
snow from the ice rinks (penrith and maybe 
blacktown) so that we can set up a table top to ride 
(me and a mate of mine). it'd be sick to get a snow 
machine too, because most, if not all, of the kids 
that will rock up on the friday night will never have 
seen snow before. it'll be a tripper for them... i'm 
just wondering how the snow machine works, how 
much snow it produces (keeping in mind that we'll 
get heaps from the ice rinks), what the cost would 
be to hire it and if you guys can swing any kind of 
deal for us? let us know. thanks heaps.
xxxxxxx.

 Systems / Procedures 

Human Nature dictates we 
like people who are like us

People buy off people they like

• Building Rapport
use similar language and tone
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6. Using _____ __________ & Scripts
 Systems / Procedures 

Manage consistency of 
message & staff efficiency

• Pre formatted and consistent 
sales pitch / information
using pre-written information about products 
or services

• For Every Staff Member
have the signatures available for each and 
every staff member, on every computer used 
to answer email enquiries
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7. Personalise the ‘_____ _____’ 
 Systems / Procedures 

People identify with the 
information in the From line 

• Consistent branding

• Personalised for Staff Members
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Mass Email Marketing
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80% ________
20% ____ ____
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______ is only 
1 Aspect

_______ with 
your customers 

through 
Email Marketing
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There is a heightened kudos (and, therefore, providing 
a potential commercial benefit) not to the creator of the 

content but to the person who shared it.

Twitter research - suggests many people consider 
crediting the person they gained content or heard 

information from as more important than crediting the 
author. 

Creating _______ vs _______ Content

so get sharing (via email marketing)
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Email Strategy
Fundamentals

1. High _______
2. ___________
3. ___________
4. Good _______ Through 

 Rates CTR
5. Spam Act __________
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    _______________
Email Marketing Program

• Provide easy-to-use templates.

• Send readable formats – HTML /Text

• Handle Unsubscribers

• Ensure email delivery, tracks results 

• Create campaigns

• Manage lists – adding new subscribers, 
handling bounce-backs, removing 
unsubscribeswww.FreeTrialConstantContact.com

1. High Delivery
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________ Your 
Database

2. Targeted
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3. Personalised
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Beware of _____ Emails ____________ plain 
emails can cut 

through the clutter - 
& doesn’t look like a 

‘mass sent’ email

3. Personalised
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• The “_________” line
         - Use a name the recipient will recognise

§ Include your company name
§ The clearer the better

         - The shorter the better
         - Be consistent

• The “___________” Line
          - Keep it short and simple

§ You have 3 seconds or less
§ 5-8 words

           - Incorporate a specific benefit 
           - Capitalise and punctuate carefully
           - Test!

4. High Click Through Rate (CTR)
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1. ALWAYS
Use The ‘_____ ______’ Technique

3. ALWAYS
Be looking at your metrics 
Test and Tweak - Test and Tweak

2._______ IS KING

4. High Click Through Rate (CTR)
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1.  C_________
2.  unS_______
3.  I_________

David Caruso - C.S.I

5. The SPAM Act (Your Responsibility)
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Notes
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Write Monthly eNewsletters ___ months in advance

Use your _____ as a landing page

Read more.... = a visitor to your website

Use plain ______ email in sales/offer emails & ______ in monthly 
eNewsletters

Write 1 Article - Submit it to a number of ______ | put it on your Blog | 
then use it in your eNewsletter

Have	
  a	
  web	
  ________	
  form	
  on	
  every	
  blog	
  post

____________	
  the	
  email	
  in	
  Constant	
  Contact	
  with	
  relevant	
  
keyword	
  hyperlinks	
  sca:ered	
  through

Best Tips & Advice
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www.FreeTrialConstantContact.com
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Databasing
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BCP
Business Cross ____________

Exchange of _________
on your website

Collect ________ ________
Trade Shows / Sales Calls

Networking Events

Data _________
Be SPAM Act Compliant

Centralised Database

Combination ______________
& ____________ Marketing

Using existing database

B2C

B2C B2BB2B

B2B

B2B

B2C
B2B

Sales _______

B2B

B2C

Website ________

B2C
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Notes
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2. create
the auto 
responder

3. load the javascript code
<script type="text/javascript" src="http://forms.aweber.com/form/76/1536901776.js"></script>

1. create the web form
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Same 
_____ ______ 
Form on every 

Blog Post

<script type="text/javascript" src="http://forms.aweber.com/form/76/1536901776.js"></script>

Best Tips & Advice
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_________ Your Databases for Greater Penetration

Have a Process of Continually Cleaning Your ______________
ie - returned mail | bounced emails | updated details

Databases and CRM systems are only as _______ as the information 
inputed, managed and maintained

Most SME Business owners can suffice with a simple excel database or 
basic CRM package found in existing software (ie Quickbooks | MYOB)

Understand the ___________ Value of your Customers

Every Point of Contact should not be a ________ Pitch - look to engage, 
thank, or just acknowledge your customers!

Use Constant Contact as a central ___________

Databasing Tips
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Company | First | Surname | Address | 
Suburb | P/code| Phone | Mobile | Fax

| Email Address

Suggested Spreadsheet Format
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