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15 Second ‘Executive Speed Read’
 

Being referable, means being remarkable.  Remark-abilty 
depends on delivering what your Ideal Client wants from a 
firm in your field.  

Learning how to ‘do’ better than your competitors begins by 
learning how you’re doing now and taking action to reduce 
or eliminate any GAPS between your clients’ EXPECTATIONS 
and the PERFORMANCE your business delivers to them. 

Here are 7 questions you can use to create an EXPERIENCE 
that will attract prospects and retain clients for your business.

The Basic Premise: “Be REFER-able” 
To be refer-able, you must be remark-able.  In the sense that you 
must have a business operation that people -- prospects, clients and 
centers-of-influence will want to talk (i.e. remark) about -- positively, 
to the people in their social network -- i.e. friends, family members, 
clients, business colleagues, etc. 
 
The basis of Remark-ability: “No GAP’s” 
A business that delivers a ‘less than desired’ experience for a customer, 
client or patient is not desirable.  That’s not remark-able. It’s also not 
refer-able. 
 
Why?  Because if the operation of your business is creating a ‘GAP’ 
between what a client wants from your business and the experience 
you’re giving them, there’s trouble brewing in Dodge City! 
 
If the gap’s big enough (and it doesn’t take much!), the risk of losing a 
client and of not being remarkable / referable is too. 
 
So how do you learn IF and WHERE you may have some GAPS?  
Simple.   ASK! . . your very best judges -- your clients and (believe it or 
not) your staff (often overlooked but never in doubt!). 
 
The Method: Conduct an “Experience Survey” with Key People 
This takes guts on your part.  But hey, that’s what leaders like you have 
in spades, right?  ‘-) 
 
If the idea of surveying your clients seems daunting, don’t let it be.  In 
fact, if you simply ask seven (7) questions (1,2,3,4,5,6, 7, DONE!) you’ll 
be armed with more marketing firepower than you can imagine. 

“Why did you choose our firm to do business with?” 
On a ‘macro’ level, the question starts out as, “Why did you feel a need 
for something that ANY firm in our field should be able to do for you?”.  
But, this is a ‘micro’ level question.  It assumes a decision to ‘do 
something’ about an issue is already a ‘done deed’.  What isn’t clear 
though is why, after the ‘beauty contest’ ended, your firm was wearing 
the tiara and carrying the roses!  

Learning why your firm ‘stands out’ to the people who vote on your 
‘value proposition’ with their checkbooks and pocketbooks, gives 
you quite a powerful insight . . . and one that may very well help you 
maintain the competitive edge you’re seeking for your business.

“Who else . . . would you use if our firm didn’t exist?” 
Take your firm out-of-the-picture.  Who’s left? Marketers know that when 
a prospect considers doing business with your firm, they’re also thinking, 
“Who else . . . might I use?”.  

It’s natural. It’s the way the world works.  In marketing we use a term 
‘Mental shelf’ to describe the fact that, for your product or service, there 
are only so many firms that prospects associate with your product or 
service.  Be sure you’re one of them!  You also want to be as high in 
the ranking of the firms on their Mental Shelf as you possibly can, too. 

Now here’s ‘Great News’ – when you learn the other firms people are 
thinking of when they think about what you do, you automatically learn 
who your competition really is!  Next, ask people who mention other 
firms, “WHY does THAT firm . . . seem worthy of your consideration?” 

The insights you’ll learn by asking that one question will be amazing.  
They’ll also be profit-able . . . to you . . . if you use them to create a WOW! 
EXPERIENCE with the people who match your ‘ideal client’ profile. 

“If you had a ‘Magic Wand’ and could change ANY thing 
about how our business operates . . . WHAT would you 
change and WHY?”
Technically, there are three (3) ways to understand if a performance 
‘GAP’ exists for your clients:

Q 3 “Is our business DOING something that a good client would like 
you to STOP?”

Q 4 “Is our business NOT DOING something that a good client 
would like you to START DOING?”

Q 5 “Is our business DOING something desirable but needs to 
being doing it even BETTER?”

Think about it.  The reason for any ‘GAP’ to exist is because one or more 
of these three conditions exists.  If you learn what they are, you can do 
something about it.  If you don’t know about them, your competitors will 
. . . do something about them (and you may not like what they do, either!). 

“If a friend / colleague asked you, “What does (your firm) 
DO, really?” . . . what would you tell them?” 
This is a real eye-opener!  Because you’re seeing your value proposition 
from the perspective of the very person who ‘gets’ it -- your client!  Now 
gird your loins on this, because what you hear may not jive with what 
you expected or were hoping to hear.  But remember . . . “The Truth Shall 
Set You Free!”.  In this case, “Knowledge IS power” and something you 
definitely want to know and understand more than you want to ignore.

“On a scale of 1 - 10, how likely are you to refer our firm / 
me . . . to a friend, colleague, family member, etc.?” 
We used to suggest asking, “Would you refer us?”.  The problem with an 
‘all or nothing’ question is . . . that it leaves no room for shades of grey.   
 
Now we advise clients to use a 1 -10 scale to identify someone’s degree 
of willingness to refer.  This allows your client to tell you, “Well, I’d give 
you around a 6”.  That should then prompt you to ask the next question, 
“OK, so tell me, what would have to change . . . for you to go to a “10”?”   
 
(By the way, did you notice we just got back to the issues in Q 3, Q 4, Q 5!  ‘-) 
 
KEY POINT: 
Going to the source of your Unique and Remarkable Distinction to learn, 
directly, what it is and how you can become even better at it in the future 
. . . is a key factor in becoming a more remark-able and refer-able business.  
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7 Key Questions 
To Ask Your Clients . . . 

To Generate More Referrals



The 
Referral Machine™

ORIENTATION:  Session 1 
This is where we invite you to learn more 
about HOW we’re going to help you do
.    

                  If you don’t see why you’d want commit 
           to join us and complete the entire program,        
        DON’T!   But, if you see any reason (or, many!) 
    to do so, we’ll love to have you join us for the ‘ride’.
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WHY? 
Small - medium sized businesses are finding 
their world has become . . . challenging.

Prospects, aware of the uncertainties of 
the marketplace, are increasingly skeptical 
of marketing that uses hyperbole and cries of
“Trust me” to promote products and services.

In a word, “TRUST” is missing in American business.

But  some firms -- perhaps yours -- deserve to be trusted.

Unfortunately, unless someone stands up for you, you may 
be the best thing since sliced bread but you’ll go unnoticed.

Leveraging the GOODWILL of people who have come to
know, like and trust your business . . . may be your best
strategy for gaining a competitive edge in what has truly 
become a ‘dog-eat-dog’ world full of skeptical prospects.

Can you relate? 
 
Then you know WHY . . . this program was needed.

HOW?
Recognizing a need for more referrals was a starting point. 
 
Once that was known, we set out to create a referral 
training program that would be devoid of the useless, 
egotistical indulgence that we, like you, truly detest.

We started with YOUR end result clearly in sight.  We knew 
you wanted a simple, effective and affordable way to . . . 

“Design, Build, Implement and Maintain a 
Referral SYSTEM”

This one ‘objective’ then drove every single variable that 
became reflected in the design of The Referral Machine™.

Eventually, we created 6 sessions  that were designed to 
create precisely the outcome described above . . . 

This program consists of six (6) sessions:

       what we offer: design, build, implement 
       and maintain a REFERRAL SYSTEM.

MANAGING THE EXPERIENCE:  Session 2
This session addresses the ‘real’ reason why your 
business is referable. It must be remarkable.  Many aren’t.  
Why?  They’re not managed to deliver an EXPERIENCE 
to a customer or client that is aligned with their 
expectations.  

You also learn how to discover what your clients are 
seeking from you and how well you’re doing by them. 

Finally, if you’re not ‘delivering the goods’ you learn several 
basic management skills to help you close GAPS between 
their expectations and your performance.

STRATEGIC PARTNERS:  Session 3 
A Referral System requires collaboration with and 
cooperation from other firms whose clients are also 
good prospects for your products and services.  

In this session, you learn how to identify, approach and 
secure the collaboration and cooperation of other firms 
for the relationships they have and the referrals they 
offer to you and your business.

KEY PEOPLE:  Session 4
For referrals to happen, you rely upon the goodwill of 
your prospects, clients and centers-of-influence to 
introduce people to your business and vice versa.  

In this session, we focus on your RELATIONSHIPS 
with people who can make -- or break -- your referral 
system.  

When you’re done here, you’ll know how to leverage 
your relationships with key people and, as a result, 
generate more referrals than you’ve had in the past.



The 
Referral Machine™

A simple, effective and affordable way
to generate more referrals and introductions

for your business . . . by design, not accident!

“When You Want To See More Referrals . . . SEE US!”
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ACTION PLANS:  Sessions 5 and Session 6 
The Referral Machine™ is, if nothing else, practical.  
We slashed and burned anything remotely ‘academic’ 
because, quite frankly, we knew you wouldn’t need, 
want or stand for it.  

What we DID do though, was focus on helping you set 
GOALS that, when achieved, indicate a serious GAP 
between your business’ performance and your clients’ 
expectations . . . was elminated.

In every session, you set GOALS and make PLANS  to 
achieve them. That’s why Session 5 and 6 are dedicated 
to working with the other business owners in your 
workshop -- on outstanding Action Plans you still have. 

Referral Machine™ BLOG and Monthly TELECALL:
A BLOG and a monthly TELECALL provide ongoing 
reinforcement and support for graduates of the program.

WHO . . . SHOULD PARTICIPATE? 
This program is specifically designed for you if you are:
 √   an owner / partner or principal of a business
 √   a self-employed consultant or advisor

The Referral Machine™ is designed to make your BUSINESS 
more referable by making it more remarkable.  Simple.  

It is not a course on ‘How To . . . ask for referrals” for your 
salespeople.  

This program is more about STRATEGY than TACTICS (but 
don’t worry, we will address all the tactics you’ll ever need!)

This program is 
delivered by

The
Referral 

Machine™


