














Save on printing costs, support the IFDF

The Xerox FreeColorPrinters program provides IFDF’'s members with
a professional printing solution and a lower cost than competing
solutions. Save time and money by personalizing and printing your
prayer cards, photos, poems, marketing materials and more on short
notice and only in the quantities you need.

As an approved member of Xerox FreeColorPrinters, you'll receive:

e Anew Xerox Phaser™ 8560DN color printer.
e Free three-year service agreement.
e Access to exclusive resources on our member website.

Visit www.freecolorprinters.com/ifd/florida.cfm to get started or call
a FreeColorPrinters expert at 1-866-890-2168 and start saving today!
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Essential Telephone Skills

By Nancy Friedman, the Telephone Doctor

M any years ago, one of our Telephone Doctor clients told me, “Nan-
cy, congratulations! Some people take a simple idea and complicate
it. You have taken a simple idea and kept it simple.”

Yes, we have. We at Telephone Doctor Customer Service Training
don’t believe you should scratch your head and wonder when you're shown
an idea or technique. So we have purposely kept all of our programs in a
very simple, yet very effective mode.

Others tell us, “What you do is just plain old common sense.” And we
sure agree. But you and I know that common sense just isn't that common.
If it were, EVERYONE would be doing it. And we know they’re not.

So the newest DVD program in our library entitled Essential
Telephone Skills is a simple, yet effective program. Ideas, tips, skills and
techniques that everyone should be doing, but theyre not.

We offer a few from this new program, and hope that it will whet your
appetite to preview it, and then, yes, want to own it and add it to your
own training library.

Here we go:

Answering a Business Call

Well, what's so difficult about thatt HUH? Right, it’s not difficult. But
if I called 100 people within your own organization, I'm betting I'd get a
number of ways that folks answer the call. And at Telephone Doctor, we
believe there should be one, uniformed method of greeting to answer the
call by everyone, every time. A buffer — words that welcome the caller, such
as “Thanks for calling.” Then your company name, and then give your
name as in: “This is SUE.” Then stop. Anything after our name erases our
name. “How can [ help you” is simply NOT necessary on that initial greet-
ing. You are there to help. That’s why you answered the phone. “Thanks for
calling the Telephone Doctor’s office. This is Nancy.”

Thanking a Caller for Holding

I'm amazed at the number of times 'm put on hold and when the
person comes back, they just start in on the conversation. No, “Thank you
for holding, Mrs. Friedman.” And normally they’re gone longer than they
should be. So that “thank you for holding” sure would sound nice and ap-
preciated. I always wonder why they don't thank me for taking the time to
stay with them. Don’t you?

Monogramming the Call

Some of the items on my desk have my name engraved on them.
Some my initials. I treasure those items. And frankly, probably won't ever
throw them away. I have things I've saved from years ago with my name on
it. Most people save things with their names on it. Same thing should hap-
pen on a phone call. When you have the caller’s name, use it! Don’t abuse
it, but do include it throughout the conversation. Everyone likes to hear
their name. And they want to hear it pronounced right and spelled right.

Don't be afraid to ask the caller on pronunciation if you're not sure. They’ll
appreciate it a heck of a lot more than you trying to butcher their name.
Same thing goes for spelling it properly. ASK. Don't assume. Are you aware
there are 19 ways to spell the last name of NICHOLS in the NY phone
directory? Not everyone spells their name the same. Tom. Thom. Tomm.

Christy. Kristy, Charlie, Charley. The list goes on. GET IT RIGHT!

Avoiding Mouth Noises on the Phone

I cannot tell you the number of times I talk with people on the phone
and it sounds as though they have a mouthful of MUSH. Either gum, or
candy, or theyre finishing their lunch. The only thing that should be in
your mouth when you're on the phone is your tongue. Remember, please,
the phone is a microphone and anything that is in your mouth will sound
ten times louder to the caller as you think it will. Empty your mouth
before you pick up the phone!

Leaving a Positive LAST Impression

Most of us have been taught about making that ‘great first impression.”
And yes, that’s so important. We don't get a second chance to make that
first great impression. Well, consider making a great last impression as well.
Don't screw it up at the end of the call. Letting the caller know, “It was so
nice to meet you by phone.” Or “I'm glad I had the opportunity to help
you.” Or “Thank you for calling.” Or “We appreciate your call.” Something
that will make that lasting positive impression. Because when we hang up,
they turn around or think to themselves and say either “Wow, that was a
super call.” Or “Man, I'll never call there again.” How do YOU want your
callers to think of YOU?

Well, if you're familiar with Telephone Doctor, you pretty well know
there are 5 more techniques that are covered in our new program Essential
Telephone Skills. T've given you five to test the waters. I hope you enjoyed
them and will want to preview the program, and eventually own it to share
and train your employees with on this very, very important, simple, yet

effective topic.

About the author: About 25 years ago Nancy Friedman phoned her insur-
ance agent and told him, “Cancel all my policies!” She was upset after experi-
encing repeated episodes of poor phone service from his staff. For most people,
the story would have ended there. Instead, her agent invited her to teach his
staff how to better handle customers. Combining the service techniques she
pioneered with an earlier start-up business with the presentation skills acquired
[from experience in professional theatre, Nancy’s customer service training
program proved to be extremely effective. After a series of Fortune 500° corpora-
tions repeatedly hired her to conduct her workshop, a company was formed to
market these skills and techniques. For information on customer service train-
ing go to www.telephonedoctor.com or call 800.882.9911. W
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Serving:

ARLINGTON NATIONAL CEMETERY
District of Columbia, Virginia & Maryland Areas

Receiving Cremains

for Arlington National Cemetery $35

ToLL FREE 1-800-527-7774 * FAX (703) 971-8143

24 Hour Service
« SHIP-OUTS ¢ SHIP-INS ¢« CREMATIONS

Steven Wooddell, President
5517 Vine Street, Alexandria, VA 22310




New Partnership with Regions Enhances I-Trust

The [-Trust has entered its 15 year of
operation. And while, some things stay the
same, we have had an exciting time of change
as well.

The I-Trust partnered with Regions
Morgan Keegan Trust (RMKT), a division of
Regions Bank in January 2009. RMKT is one
of the largest providers of Funeral Trust Services
in the country. We are very exicted about the
enhancement to service this relationship will
provide. Audrey Bybee, Trust Officer/Account
Relationship Manager and Stephanie Crippen,

Vice President and Sr. Relationship Manager,
joined us at this year’s conference in St. Augus-
tine. They were very pleased with the turnout
and said, “Thanks to all the wonderful people
we met and for making us feel like family. It
was a great convention and we certainly look
forward to next year!”

Eric McKenna reported at the Board of
Directors meeting that following a very difficult
2008 and early 2009, the I-Trust posted a very
strong second quarter in all investment options.

The strong gains helped to recoup some of the

losses incurred last year as well as provide a great
start to new contracts deposited since March
2009.

For those interested in discussing your
Firm’s current holdings, please contact Eric
McKenna at 800-313-9427 to arrange for a
conference call.

The I-Trust exists to meet the needs of its
members and to promote, enhance and perpetu-

ate independent funeral homes in Florida. B

No other trust provides a complete
“turn key” program for less.

N N N

A Master Trust Program Designed BY
Independent Funeral Directors FOR
Independent Funeral Directors

Call us at 800-386-8778

lrust
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CALENDAR OF EVENTS

August
5 Board of Funeral, Cemetery & Consumer
Svcs., Tallahassee

September

2 Board of Funeral, Cemetery & Consumer
Svecs. (teleconference)

23-25 IFDF Leadership Retreat, St. Petersburg

October
7 Board of Funeral, Cemetery & Consumer
Svcs., Orlando
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November
4 Board of Funeral, Cemetery & Consumer
Svcs. (teleconference)

December
2 Board of Funeral, Cemetery & Consumer
Svcs., Tallahassee

IFDF MISSION

he Independent Funeral Directors of Florida is established to set high ide-

als among independently owned and operated funeral homes in Florida. In
a spirit of sharing and working together members are encouraged to conduct
themselves with honor and dignity as they serve families in their communities.




