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There is no doubt the four pillars of success 

LandOpt provides to our licensees promotes 

success within each organization.  However, 

without strong customer relationships success will 

remain out of reach. The key to the best customer 

relations is through team member job satisfaction. 

Customers prefer to do business with teams who 

have positive attitudes. This preference fosters a 

recurring association. The costs of supporting sales 

to recurring customers is normally far less than 

attracting new customers, therefore the savings 

translates into higher business profitability. 

Recurring customers are walking billboards. If a 

customer comes back to you, chances are good 

they had a good experience during the first service. 

Because of that clear satisfaction your customer 

will spread the word, using the most powerful 

marketing tool known: word of mouth. 

aŜŀǎǳǊŜ ȅƻǳǊ ǘŜŀƳ ƳŜƳōŜǊǎΩ ǎŀǘƛǎŦŀŎǘƛƻƴ ŀƴŘ 

attitude. Managers should be able to readily 

ŘŜǘŜǊƳƛƴŜ ŀ ǘŜŀƳ ƳŜƳōŜǊΩǎ Ƨƻō ǎŀǘƛǎŦŀŎǘƛƻƴ ŀƴŘ 

attitude through regular PAR meetings.  Ensuring 

team members are fulfilling their roles and are 

pleased with the work they do fosters a culture of 

ƻǿƴŜǊǎƘƛǇ ƻŦ ǘƘŜ ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ ƴŜŜŘǎΣ ǿƘƛŎƘ ǘƘŜƴ 

translates to providing the best service to all 

customers. 

Managers affect team member attitudes. 

Customers respond 

better to a company 

that provides them 

with a quality product 

served by positive, 

upbeat, people, 

according to Joanna 

Brandi, Customer 

Relationship expert 

w h o  c o a c h e s 

ŎƻƳǇŀƴƛŜǎ ŀŎǊƻǎǎ ǘƘŜ ŎƻǳƴǘǊȅΦ ά²Ƙƻ ǿŀƴǘǎ ǘƻ Řƻ 

ōǳǎƛƴŜǎǎ ǿƛǘƘ ŀ ƎǊǳƳǇΚέ ǎƘŜ ǎŀȅǎΦ 

To encourage strong customer relations 

managers should do the following. Be a good role 

model. Practice positive communications with team 

members. Teach win-win attitudes to the team. 

Eliminate drama in the workplace and focus on 

positive and substantive conversations. And always 

focus on the opportunities of the present, rather 

than living in the past. 

LandOpt provides the tools for long-term 

business growth and success for each licensee.  The 

professional systems not only bring about success, 

stability and security, but also position each 

ƻǊƎŀƴƛȊŀǘƛƻƴ ǘƻ ōŜŎƻƳŜ ǊŜƎƛƻƴŀƭ ƭŜŀŘŜǊǎΦ  LǘΩǎ ƻƴƭȅ 

natural that the best customer relations should be 

practiced to continue that path to success. 

Continuing Education 
Training and Webcasts for our Network 

 

Produced by: 

Training: 

¶ Oct. 19 through 22τTransformation Training 

¶ Nov. 9 through 12τEnvisioning the Future, Planning 

¶ Dec. 7 through Dec. 9τHuman Resources Topics 

Webcasts: (Subject to change) 

¶ Nov. 5τYear in Review: Thank Your Team for Success 

¶ Nov. 19τFinancial Planning Progress 

¶ Dec. 3τFinalizing Your 2010 Plans 

¶ Dec. 17τPresenting Your 2010 Plans to Your Team 



Use Your Candle To Light Others 
A Message from Tim Smith, President/CEO 
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Network Success! 

LandOpt Congratulates the 
network on recent recruiting 
achievements and welcomes 
the newest team members: 

¶Bill Allegra, Sales 
Representative for Twin Oaks 
Landscape. 

¶Chuck Harkins, Sales 
Representative for Miller 
Landscape, Inc. 

¶Sandy Giles, Sales 
Representative for Nurney 
Landscaping and Design. 

¶Sally StrokerτSales 
Representative for Good 
Earth Landscape Contractors. 

¶Congrats to Barry Helfferich, 
Sales Representative at Silvis 
Group, for exceeding his 
sales goals year to date. 

¶LandOpt welcomes PROCARE 
of Grand Rapids, MI as the 
newest licensee and member 
of the LandOpt nationwide 
network. 

Reminders 

¶The PLANET Green Industry 
and Equipment (GIE) Expo 
runs from October 29-31 at 
the Kentucky Exposition 
Center in Louisville.  LandOpt 
will have be in booth #3227.  
We are inviting our network 
to participate. 

¶Marketing Plans final drafts 
due by November 6, 2009. 

¶Sales Reps are to conduct 
five Intro Meetings per-
week. 

¶Financial Peace Workplace 
enrollment deadline was 
pushed from October 16 for 
more time to signup. Contact 
Niki Ratcliff for more 
information. 

¶CARE Calls are to be made on 
a regular basis for recurring 
and project work. 

¶Monthly Reporting is due on 
the 20th of each month. 

¶LandOpt encourages the 
network to communicate 
with one another, building 
business relationships. 
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So far we have laid the framework on how to 

plan, define, find and narrow the talent pool to 10 

or 15 qualified candidates. This step includes the 

First Interview, administering/analyzing the AVA 

(Activity Vector Analysis), the Second Interview, the 

Role Play (geared towards sales candidates) and 

Debriefing/Summarization of the information. 

The first interview determines if there is a 

mutual fit between the candidate and organization. 

When prepping for the interview make sure to 

have the list of behavioral based questions written 

out from the information gathered from the 

resume or application, and all notes. Remember to 

determine if the candidate has the skill set to be 

successful in the role and fits the culture of the 

organization in the first round interviews. Keep the 

questions consistent with each candidate.  It will 

ensure an unbiased look. 

From the initial 10 to 15 first interviews, the 

group will narrow between 2 to 4 qualified 

candidates that fit the skill set and cultural 

concepts of the organization.  The AVA, a simple 

assessment administered via the web from any 

computer, must be administered to each 

candidate. The candidate must not be stressed, 

rushed, tired or interrupted, because the AVA looks 

at the surrounding environment of the candidate. 

Once complete setup a time to discuss and 

interpret the results with a certified LandOpt 

analyst.  The AVA is not used to knockoff a 

candidate; it is a tool to help assess skills and 

cultural fit.  

The second interview is then setup with the 

remaining candidates. This step gives other team 

members a chance to evaluate the candidates and 

provide feedback. Information from the first 

interview can be confirmed and gaps may be filled 

in. You may ask for additional information to 

complete the process, i.e. application, business 

references, etc.   

For sales representative candidates the role 

play is a key to the process.  It provides the first 

real look into the real salesperson. This is the first 

chance to see the person behind the resume and 

witness how they actually sell. The typical 

candidate will fall back to their natural sales 

abilities for the role play. It is difficult to hide 

imperfections in sales skills. Typically the top 

candidates emerge on top. 

Next, sit down with the key members of the 

evaluation team and discuss the questions and 

information which arose. Ask if each candidate has 

the skill set and right fit into the culture as it 

stands. If not, explore why and determine if it can 

be overcome with training. If yes to both, start the 

reference and background check process. 

Congrats to you for enduring the most 

important step in the LRC process. For more 

information, go to the Product Library. 

In Person Evaluation ProcessτStep Five 
A Series of 12-Articles on Best HR Practices 
By Mike Gaydos 

 

 

¢ƘƻƳŀǎ WŜŦŦŜǊǎƻƴ ƻōǎŜǊǾŜŘΣ ά! ŎŀƴŘƭŜ ƭƻǎŜǎ ƴƻǘƘƛƴƎ ǿƘŜƴ ƛǘ ƭƛƎƘǘǎ 

ŀƴƻǘƘŜǊ ŎŀƴŘƭŜΦέ 

This powerful statement speaks to the purest nature of a partnership. 

When it comes to customer relationships there are two mind-sets: the scarce 

and the abundant. The scarce mind-set is a rationale that determines the 

ideas of good business and strong relationships is minimal and therefore, one 

must struggle to hold on to everything and protect whatever one has at all 

costs. The abundant mind-set believes there are always enough ideas to 

spread around and ensure strong customer relationships, because that is core 

to smart business practices. 

If you have an idea, share it! You can always come up with another.  If you have money, give it away! 

You can always make more.  Do not allow your customers to take advantage of your team, but serve them 

with an abundant mind-set. 

I believe you get what you expect from your customers if you invest in the relationships.  You can 

protect what little you have and receive no more or you can give what you have and you will be rewarded 

with abundance in return. So partner with your customers and give generously, one way or another you 

will get back more than you gave. 

mailto:niki.ratcliff@landopt.com?subject=Financial%20Peace%20Enrollment
http://landopt.sharepointspace.com/licensee/ToolBox/Product/Forms/AllItems.aspx?RootFolder=%2flicensee%2fToolBox%2fProduct%2fRecruiting&FolderCTID=&View=%7b336635CE%2d9DE3%2d49BD%2dA239%2dE900CA73E655%7d
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Strong customer relations are as important 

new sales for your organizations. These practices 

provide the framework, on which your long term 

relationships with your customers are built. 

The key activity in customer relations is the 

CARE Call. The key tasks you will need to be 

proficient in are consistent communications, 

problem resolution (GMAC), and follow up. Good 

Customer relations not only lead to long term 

customers, it also provides for good, consistent 

referrals. These referrals will boost your sales 

activity and increase your overall customer base. 

CARE Calls are to be conducted at least four 

times per year on a quarterly basis.  Two additional 

CARE Calls should be performed during times of 

high service or during times where typical issues 

arise.  Follow these guidelines for successful CARE 

Calls. 

Gather the facts. Establish the true issue or 

concern of your customer. 

Make a decision. Determine what resolution 

will eliminate the issue or 

concern then validate it 

with the customer. 

Act on the decision. 

Enact the resolution now, 

rather than waiting. 

Critique the outcome. 

Conduct a follow up CARE 

Call to determine if the 

resolution resolved the issue or concern.  Layout 

the next steps including future preventative 

measures. 

These customer relations practices will allow 

your organization to success.  However, even 

though CARE Calls are one important aspect to 

ǎǘǊƻƴƎ ŎǳǎǘƻƳŜǊ ǊŜƭŀǘƛƻƴǎΣ ƛǘΩǎ ƛƳǇƻǊǘŀƴǘ ǘƘŀǘ ȅƻǳǊ 

team members all practice professionalism when 

dealing with customers.  Please refer to the feature 

ŀǊǘƛŎƭŜ ƛƴ ǘƘƛǎ ƳƻƴǘƘΩǎ ƴŜǿǎƭŜǘǘŜǊΣ ¢ŜŀƳ 

Satisfaction Equals Strong Customer Relations for 

further details. 
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²Ƙŀǘ [ŀƴŘhǇǘ ƛǎ ǘƻ aŜΧ 

άhǳǊ ǎǘŀŦŦ ƛǎ ƻǳǘǎǘŀƴŘƛƴƎ ōǳǘ 

prior to LandOpt our 

procedures were weak and 

impractical.  We needed a 

sustainable business model 

that would provide our 

people with uniform systems 

and standardized procedures. 

When proven processes are 

combined with exceptional 

people, an environment is 

created that will breed 

monumental levels of success. 

With LandOpt, you dictate the 

level of success you're willing 

ǘƻ ŀŎŎŜǇǘΦά 

Art MillerτPresident, 

Carolina Creations, Inc.  

Did you know? 

¶PLANET and NPMA to hold 
national lawn care summit in 
Orlando, FL from December  
2-4.  Click here for details. 

¶PLANET The California 
Landscape Contractors 
Association has endorsed the 
concept of grasscycling, 
which is the natural recycling 
of grass by leaving clippings 
on the lawn while mowing. 
CLCA recommends 
grasscycling to help conserve 
landfill capacity and promote 
a greener, healthier lawn.  

¶PLANET and its International 
Certification Council (ICC) are 
pleased to announce that 
beginning January 2010, all 
PLANET-certified individuals 
will be called Landscape 
Industry Certified. A 
statement from the 
organization states: The ICC 
has worked tirelessly to align 
the PLANET certification 
program with national 
standards and follow a 
robust strategic planning 
initiative.  

Sales skills are not normally 

inherent. Therefore one must 

learn the theory and 

application of  sel l ing 

techniques. Success in sales 

makes use of all the learned 

abilities through training and 

ŜȄǇŜǊƛŜƴŎŜΣ ōǳǘ ƛǘ ŘƻŜǎƴΩǘ 

happen overnight.  

Direct selling is the act of marketing a product 

or service directly to the consumer without 

middlemen.  The steps to successful direct selling at 

as follows: 

Be a Goal Setter. Whatever your goals, write 

them down and set target dates for reaching them. 

Divide the time periods into blocks of achievement 

that are reachable. Work consistently toward 

accomplishing each goal for the day, week and 

month scheduled. 

Be a list maker. Each evening organize the 

ƴŜȄǘ ŘŀȅΩǎ ǘŀǎƪǎ ōȅ ƭƛǎǘƛƴƎ ŀƭƭ ǘƘŜ ƛǘŜƳǎ ȅƻǳ ǿŀƴǘ ǘƻ 

accomplish. Also, list appointments, potential 

clients, repeat clients, and referrals in a notebook 

and keep it with you at all times. You will add to it. 

Be enthusiastic. Enthusiasm generates energy 

and good health for busy, happy people, who are 

achieving.  

Recognize Proactive is the magic word. In 

direct sales we don't wait for business to come to 

us. We create our own business by pursuing it. 

Expect to hear NoΦ LǘΩǎ ƴƻǘ ǇŜǊǎƻƴŀƭΦ Lƴ ǎŀƭŜǎ 

the law of averages works. Every no gets you closer 

to a yes. 

Schedule your time wisely. Schedules assure 

that necessary items get done on time. Plan your 

work then work your plan. 

Be positive in your attitude. Success in sales, 

as in all areas of life is 90 percent attitude and 10 

percent aptitude. All of us must work at developing 

habits of constructive thinking.  

Have an office area. Most direct salespeople 

work from their own homes, where as licensee 

sales teams work from their organizations. 

However, it is essential to have a place where you 

can work in an organized and efficient manner.  

Be involved. Most sales organization offer 

contests to stimulate production. Include winning 

contests as part of your business goals. 

Be honest. Nothing takes the place of pure 

honesty, period.  

Successful Direct Selling 
Professional Sales Leadership 
By Roddy Delaney 

Customer Relations Through CARE Calls 
Tips from the Success Coach 
By David Gallagher 
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650 Smithfield Street 

Suite 750 

Pittsburgh, PA  15222 

Phone: 412-567-4345 

Fax: 866-508-2472 

URL: www.landopt.com 

E-mail: info@landopt.com 

LandOpt empowers a select group of highly qualified, 

regionally-based landscape contractors with a powerful 

portfolio of business systems to dramatically improve their 

growth, profitability and productivity. 

The LandOpt team facilitates the transformation of 

landscape contractors by providing the best in class 

technology, along with proven business processes and 

systems. 

LandOpt enables network licensees to efficiently utilize 

these systems to increase growth, profitability, and 

productivity in their business. 

Intensive coaching, followed with a continuing education 

curriculum ensures the success of the licensees.  Training 

sessions pass along proven business practices in business 

management, financial planning, marketing & sales, 

operations and more.  Coaching establishes a partnership 

between LandOpt and the licensee, which builds a growing 

successful business relationship. 

The LandOpt network of licensees is a powerful resource in 

developing new relationships with peers in the Green 

Industry.  The expanding network cultivates a growth of 

business experience and knowledge. 

LandOpt continually measures and monitors the results 

gathered from each licensee location to evaluate the 

effectiveness of the LandOpt systems and ensure success. 

Be proud to be a member of the Powered by LandOpt 

Network. 

Business Transformation 

LandOpt helps to transform your business by focusing on 

our four colors of success: 

 


