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This publication is designed to provide accurate and authoritative information with regard to the subject
matter covered. It is sold with the understanding that the publisher is not engaged in rendering legal,
accounting, or other professional advice. Kevin Donlin, individually or corporately, does not accept any
responsibility for any liabilities resulting from the actions of any parties involved.

Important Traffic-Building Announcement!

Y ou have a Web site, right?

Want to learn about the most-effective traffic building tool I’ ve ever seen or used in my 7
years online?

It's called StartBlaze ... created by Internet marketing genius, Mark Joyner, of
Aesop.com. It's breathtakingly cool. Powerful. And FREE!

You can try it out yourself and start driving hordes of
visitors to your Web site within 5 minutes. Free.

Learn more here -

http://www.guar anteedmar keting.com/startblaze

Kevin Donlin, Profit Grower for Small Business Clients
Guaranteed Marketing LLC
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| owe a special debt of gratitude to FedEx, especialy their Electronic Commerce
Marketing Department. | assisted them for nearly three yearsin my last corporate position
before striking out on my own.

In my duties as Webmaster for FedEXx, | was fortunate enough to work with the very best
and brightest marketing minds anyone could ever hope to encounter ... while answering
more than 11,000 customer e-mailsin two languages. Y ou might say | was baptized by
fire into e-commerce.

The FedEXx corporate culture is an entrepreneurial one and encourages the kind of
marketing excellence | will try to help you recreate in your own business.

Finally, | would consider it a privilege if you would share your successes with the readers
of future editions. Please send e-mail to kevin@guaranteedmarketing.com

Now, let's get started creating a Guaranteed Marketing system for your business!

Kevin Donlin, Profit Grower for Small Business Clients
Guaranteed Marketing LLC
http://www.gquaranteedmarketing.com/

Minneapolis, Minnesota
November 2001

$104,000 Tool Kit

Below are some of the tools I’ ve used to generate $104,000 in sales from my business
Web sitesin 2000. They' Il help increase sales for your small business, too!

After spending nearly $10,000 and hundreds of hours researching and perfecting my
online marketing techniques since 1995, | don’t recommend just any old resources. These
are the best online marketing tools I've found O the same ones | recommend to friends.

Now, | recommend them to you.

Two Best Online Marketing Books

¢ Sincelearning and applying the Web-site design and marketing techniques of Make
Your Site Sell, by Dr. Ken Evoy, I’ ve increased sales and profits 13 months straight,
while doing less work than | used to. Y ou can aways tell which Web site owners
have read Make Y our Site Sell O they’re the ones making money!

« You've probably heard about Marlon Sanders' Amazing Formula That Sells Products
Like Crazy. It'sreally a 10-day Master’s Degree in Online Marketing. That's the only
way to describe the massive amounts of profitable information | found in it.

It gives you the nuts and bolts on how to create products from thin air, write akiller
sales letter, do deals that increase Web site traffic, profit from backend sales
(overlooked by 95% of small business owners) and more. Highly recommended.
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Part 1: The Simple Secret

Thefacts
Here's aquick marketing quiz. Look at thislist of highly successful companies. What one
thing do they all have in common?

Nordstrom
FedEx
Domino’s Pizza
Prestone
LensCrafters

All of them rose to prominent industry positions because they used strong guarantees of
satisfaction, usually in the form of amoney-back guarantee. These companies reversed
the risk of doing business with them. And tremendous profits followed. Y ou should do
the same. Strong guarantees form the cornerstone of Guaranteed Marketing, so please pay
close attention -- this is the most important chapter in the book!

First some good news and bad news. The good news is there’ s never been a better time to
own your own small business. The economy is booming in North America and much of
the world, technology advances such as the personal computer and the Internet et you
compete with the IBMs of the world, and society now acceptsthat it's OK to step off the
career ladder and work for yourself. With powerful associations such as the Home Office
Association of America (www.hoaa.com) you even have access to lobbyists, travel
discounts and credit card processing.

So, what' s the bad news? There's never been more competition than now. According to a
recent study, one in four people own their own business. Talk about competition. Y our
next-door neighbor could end up as your fiercest rival!

There’'s more. In 1998, the average consumer is bombarded by more than 3,000
commercial messages each day. It's never been more difficult to rise above the noise of
the thousands of commercials, direct-mail pieces and telemarketing campaigns al vying
for the attention of your prospect. Thisisalarge part of the reason most small or home-
based businesses are forced to close their doors within five years.

Success doesn’t go to the company with the best products, ideas or technology. It goesto
the company with the best marketing. That’s not fair, but that' s reality. Expensive, too --
it costs three times more to market your business than it did afew years ago in 1988. The
odds are not exactly in your favor.

To survive, your business must stand out from the crowd.

Theend. For now...

That wraps up this report on Guaranteed Marketing. But | hope thisis just the beginning
for you. The beginning of increased sales, profits and security for you and your small
business.

Like most people, you might need some help along the way as you put your new
marketing methods to work. And I'd like to help. So, for alimited time, I'm arranging to
consult with you personally to improve your marketing. Risk-free!

Here's how it works.
Send e-mail to kevin@guaranteedmarketing.com and briefly describe your business, your

revenues and your most difficult marketing problems. If | see agood fit between you and
me, I'll arrange for an in-depth consultation by phone or by e-mail.

I'll present a series of marketing ideas to you. If you choose to use them, we'll come up
with amodest retainer that fits your budget and requirements. If not, we can part ways,
with no cost or obligation on your part.

Interested?

Just send e-mail to kevin@guaranteedmarketing.com today to get started!
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Let me explain. If a customer called to complain that the work you did was unsatisfactory,
what would you do? Offer to redo or replace it, probably. Because it’s a smart investment
of your time and money to satisfy one current customer now than it isto combat alot of
bad word-of-mouth later. It just makes sense.

Especially when you consider that, according to one recent study, a satisfied customer
tells one person about your company. But an unsatisfied customer tells NINE people. You
need to put those numbers in your favor. Y ou need to satisfy your customers. And a
guarantee makesit all possible.

There’'s more. At most, only about 1-2% of your customers will ever ask for their money
back if offered arefund, so guarantees are a safe, calculated risk. How do | know? Ask
yourself the following questions:

¢ How many of my current customers have complained to me about my products or
services in the past month?
¢ Inthepast year?

If your product or serviceis of acceptable quality, you should have few complaints, if
any. (If you have alot of complaints, that's OK. Now you know where to focus your
efforts!)

If your customers are mostly satisfied now, there’s nothing to worry about. By offering a
risk-free guarantee, you'll simply call more attention to the quality you already havein
place. Make the strongest promise you can comfortably live up to, and feature it
prominently in al your marketing materials -- advertisements, letterhead, business cards,
on your telephone hold message, your Web site, etc.

My experience as owner of Guaranteed Résumés has proven this. Over the three years
I've offered an unconditional money-back guarantee, less than 2% of my customers have
ever asked for arefund. In fact, | can count them all on less than two hands. Y et, during
thistime, my sales increased every single year.

It'swhy most customers choose me. | know, because I’ ve asked them. In survey after
survey, they cite my guarantee as one of the main reasons for doing business with me.
Some of their comments are: “I like what | hear,” “'Y ou must know what you' re doing,”
and “| feel safe doing business with you.”

When | think of how much lower my sales would probably be without my guarantee, it's
frightening. I’d probably be living under a bridge down by the Mississippi. Actualy, my
problems run in the opposite direction. My money-back guarantee has created such a
swarm of new clients that | regularly turn off the telephone so | can get some work done!
Wouldn't you like to have this problem?

4. Choose a payback. As unlikely asit isthat you'll be making good on your guarantee
(remember -- only about 2% of customers will ever take you up on it), you want to
create an attractive payback in case customers are unsatisfied. Ideally, it won't cost
you much but will have a high perceived value.

A hassle-free money-back guarantee is agood place to start. But try to dressit up a
bit. Remember, a better-than-risk-free best guarantee is the best guarantee of all.
Y ours should exceed customer expectations and be memorable. Examples:

A bakery can offer money back -- and a dozen cupcakes.

A computer repair shop can offer money back -- and a free shareware program.

A book publisher can offer money back -- and let readers keep a special gift just for
their trouble

Or you can offer customers their money back -- plus one dollar for their trouble.

A courier service can refund the purchase price if they deliver late.

In order for your guarantee to work, the payback must be fast and easy for customers
to get. A late refund, for example, or a complicated refund that forces customers to
jump through hoops, is amost as bad as none at all.

5. Start small, test and track your results. Thisisvital! You must know how well
your guarantee is performing before you make it a permanent part of your marketing.
How? Y ou might advertise the guarantee in only one of the publications you advertise
in. Or you mention it on your telephone message. Or on one set of business cards. Or
in aletter that you send to a small segment of your customer base.

Then, track the results. How much have salesincreased over your previous totals,
before you had a guarantee? Be sure to test at least two combinations of your
guarantee to find the one that works best for you. Y ou can guarantee results for 30
days in one test and 90 days in another (longer guarantees generally work better). You
might even use alifetime guarantee. Experiment!

6. Get theword out. Once you' ve tested and found a guarantee that you' re comfortable
with, publicizeit! Make your full guarantee -- in writing -- apart of al your
advertisements and marketing communications. Put it in your newspaper and Y ellow
Pages ads, your business cards, your Web site, your letterhead, your brochures, etc.
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Why guaranteeswork (risk removal)
In my business, | offer the only unconditional money-back guarantee in my industry. My
competitors either hate me or think I'm insane. And that’s just the way | want it!

Because there’'s more fear than fact surrounding guarantees, my competitors are too timid
to back up their work by offering hassle-free refunds. That's opened up a gaping nichein
the market for résumés, one that I ve filled with growing success for the past three years.

I’ve become amini-FedEx in my industry. Y ou can do the samein yours.

Think about it. Whenever any two parties meet to transact business, there’srisk involved.
Money and products are changing hands, and there' s a chance that one side might get
burned. In most cases, it's the customer who assumes al the risk. Without a guarantee, if
the product or service doesn’t perform, the customer is out his or her money. Asa
customer, this makes meless likely to buy.

But what if abusinessiswilling to remove al of the risk involved in buying? What if the
results that business sells are guaranteed? This makes it incredibly easy for people to buy.
More sales and higher profits are the natural result!

When you stand behind your work with the strongest guarantee possible, you put
customersin control of the buying process. Which puts them at ease. Which makes them
more likely to lower their guard, relax and listen to your offer.

Don't believe me? Look at ANY catalog from Land's End, Damark, or any other
successful mail-order firm. What you'll find -- prominently displayed -- is some sort of
money-back guarantee. Why? Because buying something long-distance from a person
you'll never meet is scary. All mail-order companies know this. By making strong
guarantees, they eliminate risk and open a floodgate on sales.

Does it work? Ask the Sharper Image, or Victoria' s Secret, or Gateway Computers, or
any other successful mail-order company. They wouldn’t be as profitable as they are
today if they hadn’t used money-back guarantees for years.

It'sworth repeating: you probably stand behind your work right now with an unspoken
guarantee. If an unhappy customer called with a problem, you'd fix it, replace it or refund
part (or all) of their purchase price. If not, you won't be in business for long!

What I'm suggesting is that you make your guarantee afocal point in your marketing
efforts. Y our opportunity liesin how aggressively you' re willing to tell the world about
your guarantee. To the extent that you do, you'll enjoy a competitive advantage over all
other companiesin your industry. Y our business courage will pay you tremendous long-
term dividends.

A unconditional money-back guarantee was unheard of in the résumé writing industry
(and still is, three years later). | looked at my strengths and found that my experience
reading résumés and hiring people in previous jobs I'd held, coupled with more than a
decade of writing and editing for publication, gave me a unique edge over other résumé
writers.

My résumés spoke directly to employers who read résumés and hire people, because |
used to do the same thing. As | surveyed my existing clients, | found most of them had
had excellent results using my résumés. So | decided to take it one step further.

While | had stressed my 10 years of writing and hiring expertise in earlier sales scripts on
the phone and in my early Web pages, | now took a calculated risk and guaranteed results.
And | made the guarantee good for one year. Knowing that most of my clients would
have questions or concerns within the first 30-60 days, | thought, “Why not extend the
guarantee for afull year, just to head off any competitors who might come out with their
own guarantee?’

The results were astonishing. | got a steady stream of clients within afew days of making
the money-back guarantee a part of all my marketing.

On my Web siteand in my Y ellow Pages ad, the guarantee reads as follows: “Y our
résumé will get results. Or it'sfree.” On my Web site, there' s this additional language:

“Order a Guaranteed Résumé. Send it to employers. Useit for up to one year. If you don’t
get moreinterviews, if you don't get more job offers, if you' re not satisfied with your
results -- for any reason -- I'll rewrite your résumé or refund your purchase price. Y ou
decide.

This guarantee is good not for 30 days or 90 days, but for afull year. 365 days.

In any case, all copies of your résumé and cover letter are my free gift to you, just for
trying my service. This better-than-risk-free guarantee means you literally have
NOTHING tolose. ..and anew job to gain!.”

The guarantee succeeds because it promises results. For most people, that means that
they'll find ajob or at least get more interviews. But ultimately, | leave the choice up to
them, because everyone has a different picture in mind of an ideal outcome.

The guarantee makes people curious and thus, more likely to call for more information
(which isthe goal of my advertising). When prospects call and ask about my guarantee, |
ask them: “What do you want from your résumé? What's the ideal outcome?’ Whatever
their reply, | tell them: “Well, that’s what | guarantee will happen if you let me write your
résume.”

Powerful ? Y es. Profitable? YES.



'sJeak 10} Jopes| Bew e wayl spew

S} puy "Wy} Y1m ssausng Buiop Jo ds11ay3 JO |fe perowel aA A8y} ‘iokipes ay) ade|das
01 Bulyo Aq Ing "8o1d aseyoind INoA punjl Jo 8zaa441Ue JO Jou 0D 8% Jayloue NoA
Ang 013801531 199dxa 1yBiw no A j11ano.id 01 afereb ay1 Ul IN0 SUOISBId JO Ued e 100 aA |
pue '+ Ang 01 a|doad saonus Tey1 a8iUeend 014109ds ‘|npemod e sisiy ] “Jeyleam Buizealy
surebe prenb 01S|re)8zaa44-1Ue 1Y) §1 JoRIpRl S 2o INoA ade|dal 01 Sas1woid U0 Id

‘KIRAIPP APl uo 89jue.renb »Jeq-Asuow e Yiim pue 1no oeu

18y} 1S 01 Bul|im sem ureyd ezzid Joy1o oN 'SL0 S Bunexew Iyl |e ul pue Bunum
u1 Buyy ajoym ayy pesiuesend pue Jayling dexs suo Juem Ady) UsY | “INoy Ue jey Uey ss|
u1sJoop 4By} 01 paaAIRP ezzId Ysal) 1oy -- Pauem SBLW0Isnd leym o} pausst| Ajdwis
A2y "ON ¢sisnuoezzid 9110xe 1sow Jo sbuiddo) 1sow ay) Jejo Asy1 pig "10u A|gqegold
¢Je1eg 81581 S ouIWod piq ‘esestoul Buuunises ey | '3AIMA TIOM OM JBguinu
0)eale 110419 8y} Ul siuelneisal ezzid Huowre gT Jaquinu Buieg woly JUBM S ouiwoq
‘s1eak 8A1J UIYIA "POXIOM 11 INg "UoNTeS ITes aa)ue.enb 0] Bul||im sem sexew ezzid
JBU10 ou Uaym A|e109dss ‘axew o1 ssiwoid [npemode s ley) 8914 11 Jo ‘sanuil Qg Ul
©zzid ysaiy sleAlpp s oulwoq,, :uebofs Jey L ‘98iuelend fe|i s e apew ezzid s ouiwoq

¢AIBAIBP WBILBAO [e2111D B YIIM 1SNJ) NOA PINOM WOYM Ing "1,USS0pP 821AJBS [21S0d 8y |
‘Rep Aona spunol sonib x3ped ‘Aepo ] “Ausnpul ABAIRP 1YBIUBAO 3yl SUMO MOU X3pa-
uosealay) Jo 1ed Bige s, Jeyl puy "l ysall Jo Yyeaid e yons sem asiuerenb yJeq-Asuow
X3pa4 8yl AYms Jey | 10U 8SIN0D JO AW U0 JBAIRP 1,Upip A8y) §I Asuow JnoA punjes
0} BuLIB}J0 BIINIBS [RISOd 'S’ N Byl aulfew | noA ueD 'ssauisng ABAIBP 8y} Ul Jo plesyun
SeMSIYL XJeq Asuow JnoA Jo Aep 1xeu ay) ‘wie 0g:0T Aq abiexded InoA JeAlpp pjnom
Aoy pssiuerent ‘g2 6T Ul >ideq paress Asy usym po|1eo diom Aoy se ‘s 1dx3 e ppad

|l

10} JBLIOISND BUO 1SE8| e U0 usW 0} 10N ‘1IN0 100 abueyoxe Sy} Jo pJom ayl aauo Aypiignd
891 UISe||op JO SPUESNOY] POAIBISI WOJSPION puUY 'S4118s0y) Buiuinigs ewosnd

3yl yuim panfile Jensu Y810 8yl Ing "Sa11} MOUS [[8S 1,USS0p WOoJISPJON :julod Jouiw suQ
"WOJISPJON W0y 1yBnog ay Sa413 MOUS JO 18S e pauIni. oym Jewoisnd Addeyun ue noge
AloJS e UBAS S 258U} ‘UOI1TeS1TeS JBWO0ISNI 0} PO1ILULLOD 0S S| WOJISPION ‘1984 U] "punol
1o abueyoxa Ue 10} xJeq 11 Bulig ued noA ‘eseydind e yiim Addeyun sens a1 noA §| “Ao1jod
uo119910.d JBWOISND SWNB}I| ‘padse suonsenb-ou e Sey S2103s JusLledsp WO JiSp JoN

'SSaUISNQ UMO oA Ul asn pue jdepe
013|ce aq yBIw noA ssaiuerenb asay) Jo siied Yoiym Inoge Muiy) ‘peal NoA sy 'saiuedwod
Buipes| s plIom a8y} JO SWICS WoJ) ssslueent e 400| pe|eep e axel s 8| ‘9elsn||i 0L

'SJawosnd

IN0A 01S 1 TNSTY sesiwold eyl asiuerenb e Buli 1o Ag afieiuenpe aannedwod
S psww Ue ued 01 NoA 1o} WOooJ S I8} ‘Ul 81 ,N0A SSausNg FeYyM Jollew ON
saojue renb ajdwex3

*A1Buipioode sajuerend Aw pareald | 0S 's1Nsal sluem ApogAiens puy

‘ol ,e1Q e Siuem ApogAiana Ing "yee) 1By} Jo4 Buljjiie Jo uijod e Ang 03 sjuem Apogqou
se snl ‘awnsal e Anq 01 Sjuem ApogoN ‘awnsale Ang 01 Juem Aay) asredaq os Bulop

10U 81 £8Y1 ‘B31AISS SWINSDJ B J0J GO 8U) 10 Safied MO|B A 8yl ybnoayl 3oo| ajdoad usym

SHWINS3Y pssiLeen
‘ssausnq Aw 1o} a91uerend ¥Jeg-Asuow syl paresld | Moy noA |l ||| ‘SNl o]

‘so)ueenh
JINOA Ul 1nsal S1y1 8 No11e Ued NoA ‘noA Yim ssausng op Ayl usym Ang sJewosno
TeyM puessepun nNoA souQ ¢sasiuerent LM op 01 /ey Sy} JO | e SSop Feym ‘MON

(. Ajiurey a1 noA ‘aiey a1 ,noA LBYM,, 'S1aul|fielay | 'saliols Bulreys pue Buljiws ajdoad
mouys Ay 'sao1id mo| Inode el Jo Swisll nusw MOUS 1,uop Ay 'siy1 uo dn paoid aney
1UeIneIsay UspJes) aA1|0 8y} 104 SeIoJelULoD UO SIS B} U8d8Y) " [esWl e aleys 0 Byreh
AWy pue spus i1} UsyM awod Jeyl sawi i} poob pue eybne|ayl Buljpes a1,no A “BuoIpn
'poo} Buljes aem noA ybnoyl Ajgqego.d noA ‘ajdwexs 1o} ‘BUMO JueIneIsal e a1 noA §|

*391A8s 10 10npo.d InoA Joy Aed Asy) uaym Ang A|[eal sewoisnd Jeym Jo 1eay ay) 0} 100
9H "U1feay UaAS pue aduewol ‘pAel) adus Liedxe 0} a|doad sajgeus jpny ey paur|dxe aH
. UINoA feusere Jo ureunoy sy jo sainfaus,, Bul|ps alem Asyr wieyi pjolay ‘pessu] pinbi
Buijpws peqe se auljoseb Bul|ps aeMm AUl Tyl 8INMISU| WINB|0JIRd Ued sy 8y} pjo}
uoyeg aon.ig pusba| BusieApe ‘GZET U| 'Sapedap 104 Sy umouy| aney suadxe Bunexe N

'noA wouy 11 196 [[Im Aayr
eyl svyue.renb uay) pue BuiAng A|jeal a.le sewoisnd JNoA reym no ainbiy 01s1qol Ino A

‘U224 1P OU 318 SJBWI0ISND IN0 A

'S9xew 1 ||1p 8yl rryiajoy ays Ang 03 ob Aoy L
"11g [|Up e Ang 01 3101s aremp.ey e ojul saob Apogou eyl afiepe BuisieAPe plo Ue s ey
BulAng A|[ea 18 e sewoisnd JNoA Jeym mou M

‘ur|dxe aw P

"BA1199}9 3 10U [[IM (Buisilew JnoA pue) seluerent

InoA ‘noA wouy BuiAng are ajdoad reym moux noA [nun 'sbuiyl weseip omi Ajgeqoid

al fay] ‘BulAng ase slewosnd InoA Teym wodj Buijes al noA reym arledss 01 S| o8y L
¢NOA Uey1 901A8s 10 10npoid INOA INoge 810w SMOUY| OYM ‘[fe Jo1Y "8sed ay1 aq 1,upnous
SIy ‘paress Buneb swi prey e aney Aew noA ‘sojue.lent e Buiieald 01 SaWoD 11 UBYA

S91Ue fens) INo A 91es 1D 01 MOH :Z 1Jed



L ensCrafter s makes several guarantees. Their “30 Day No Risk Guarantee” states. “If
for any reason you are not completely satisfied with your purchase, within 30 days you
may exchange your eyeglasses for another pair of equal value or we'll refund your
money.”

They also have a Price Match Guarantee, which goes like this: “It’s tough to know if

you' re getting the best price for your eyeglasses. At LensCrafters, we guarantee our prices
arefair and competitive. If you find alower price for the same glasses (frame and lenses)
in stock at any other retail store within 30 days of your purchase, we'll refund the
difference.

| think LensCrafters could better publicize these two guarantees, because | had never
heard about them until after | became a customer. Lesson: don't hide your light under a
bushel!

Here are other examples of guarantees that stand out.

Joe Vitale, author and marketing consultant, made this guarantee for his book, The Seven
Lost Secrets of Success: “Use the seven principles for six months. If you're out of work,
you'll find ajob. If you're employed, you'll get araise. If you'rein business, you'll seea
whopping 25% jump in revenues -- or return this book with your receipt for afull cash
refund!”

Pretty powerful stuff! After reading this guarantee, wouldn’t you be more than alittle
inclined to buy Mr. Vitale's book as opposed to the dozens of others that simply exclaim,
in effect, “Give your money to me, not that other author!” This kind of “me-too”
marketing is so commonplace, it goes largely unnoticed by the buying public. If you're
following a“me-too” format (as more than 90% of businesses do), chances are your
marketing isinvisible, too.

Here are more examples to drive that point home.

The Maryland National Bank in Baltimore guarantees 100% accuracy in their
transactions with customers. And here's how they say it:

“If you ever find an account error, we' [l makeit right, right away .. refund any fees
incurred, send letters of apology to anyone inconvenienced .. and even pay you $10!”

This guarantee worked so well that the Bank of America adopted it. Did it work? In the
first four months after introducing this Service Guarantee, more than 225,000 new
customers signed up as aresult. Yes, it worked!

Saturn has touted itself as a“different kind of car company” since itsinception. And they
put their money where their mouth is with an extraordinary money-back guarantee.

* You'll save money on marketing! Don’'t overlook that fact that it costs you
NOTHING to create a powerful guarantee. Forget the thousands of dollars you might
want to invest in Y ellow Pages ads or anew Web site. Y our only cost hereistime.
Timeto think up, test and implement a guarantee (covered in detail in the next
chapter).

Guarantee customersfor life

I’ve experienced strong guarantees from both sides, as a consumer and a small business
owner. Asaconsumer, | once bought a pair of khaki pants from the Gap. But after
washing and wearing them several times, the pants had not shrunk as much as | had
expected. They were just a bit too long. Soon, they were shoved in my “wear only in
emergencies’ drawer. | was disappointed, but had only myself to blame.

Two years later, | wasin adifferent Gap in a different state. | was trying on pants and
remarked to the clerk: “Well, | hope thesefit. Last time | bought a pair that was too big,
but I'm so lazy | never did come back and exchange them. Guess I’'m out of luck, huh?”

The manager overheard my comments, walked up and said: “Oh no, if you bought them at
the Gap and they don't fit, you can exchange them for anew pair.”

“But,” | replied, “1 bought those pants last year.”
“That's OK,” said the manager.

“Yeah, but | didn’t buy them here. | bought them at a storein Michigan. We'rein
Minnesota,” | said.

“No problem,” said the manager. “Just bring the pants back here for a new pair.”

| was stunned. This store manager was politely answering MY objections for why |
couldn’t return the pants. She was bending over backwards to satisfy me. And, not
surprisingly, she was creating a customer for life for her store. A customer who has told
dozens of friends (and now thousands of readers) of a pleasant surprise he had while
shopping at the Gap.

By removing the risk of my purchasing clothes with a no-hassle guarantee that ensured
my satisfaction, the Gap has locked in my business -- I'm less likely to shop with any of
their competitorsin town. They' ve created along-term relationship that will probably net
them $1,000 over the next five years. They did it by making it fast and easy for me to
return merchandise that didn’t meet my expectations. Simple. Brilliant.

Y ou can do the same for your business, by making the strongest guarantee possible. A
guarantee of satisfaction will turn doing business with you from a chore to a pleasure.
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Here are some more examples of better-than-risk-free guarantees.

Bottom Line/Personal, aleading newsletter for executives and other busy people, offers
the following guarantee: “It you ever become dissatisfied with Bottom Line/Personal
during the term of your initial subscription, just let us know, and we'll send you afull
refund -- no questions asked.”

Y ou can keep al issues of Bottom Line/Personal you may have accepted already. You
can even call them after receiving your final issue and ask for arefund of your
subscription. In addition to getting your money back, you can keep the entire year’ s worth
of the publication. That's a better-than-risk-free guarantee.

Infomer cials use the power of better-than-risk-free guarantees all the time. They'll send
you a specia bonus video or audio cassette and allow you to keep it, even if you return
the product. It's yours to keep, just for your trouble. The next time you seen an
infomercial, keep your eye out whatever bonuses they have to offer. These are extremely
powerful and they must be working, because they’ re acommon part of many such TV
offers.

Sports | llustrated has offered better-than-risk-free guarantees for years with consistent
success. If you look closely at atelevision commercia for Sports Illustrated, you'll see
something amazing. They actually spend more than half the time selling a free bonus that
you can keep even if you decide to cancel your magazine subscription. Usually, that
bonusisavideo of somekind, but they also offer free sports watches. Does it work? I've
seen variations of this same ad for more than 15 years, so it must.

The bonus in Sports lllustrated’ s better-than-risk-free guarantee attracts more buyers than
the magazine itself. It works because people love to get something for nothing. Even if
they don’t cancel their subscriptions (and most people don’t), people are moved to buy
because the promise of arisk-free purchase and a free gift makes them get off the couch
and pick up the phone to order. Y ou should try to motivate customers in the same way.

| offer a better-than-risk-free guarantee in my business, too. It's not enough for meto
have the only unconditional money-back guarantee in the résumé-writing industry. |
wanted to take it a step further. So | not only offer to refund the purchase price if clients
aren't satisfied, | let them keep the résumé, just for their trouble. In effect, I'm willing to
give away all of my products -- valued at up to $230. No questions asked.

Has anyone ever asked for this much money back from me? No! Am | worried that
people are going to take advantage of me? No way! Is my competition worried? Y ou bet!

Still afraid of guarantees? Read this!

Don’t fall into the trap of creating a wishy-washy guarantee for your business. Thisis as
bad as having no guarantee at al. In some cases, it may be worse. It may make you a
laughing stock in the eyes of your prospects.

Case in point: the “ guarantees’ below are guaranteed to do only one thing -- repel clients.
They' re half-hearted, vague and found on the back pages of brochures (in microscopic
print). Not surprisingly, at least one of the companies that used these guarantees is no
longer in business.

Here are some examples of guarantees that DO NOT WORK:

«  “All Work 100% Guaranteed. We Continue Working Until Y ou Are Completely
Satisfied.” (Thisis no guarantee -- any company should be expected to work until the
client is completely satisfied. And it’s buried on the third page of this firm’s brochure.
If it'sarea guarantee, it should be out front where you can seeiit.)

¢ “Our serviceisguaranteed.” (Thelack of specifics sinks this claim. If acompany is
thistimid about their guarantee, it implies that they’re not that serious about backing
it up. It also implies that their work isn’t very good. Y ou must spell out EXACTLY
what you guarantee, for how long and how you will fix any problems.)

Worse than a half-hearted guarantee is one loaded with loopholes and qudlifiers. If your
guarantee reads as if it were written by ateam of lawyers, you'll turn off more buyers than
you'll ever attract.

Today's consumer is smarter than ever and has no patience for guarantees that force them
to jump through hoops to get their money back.

Here's one example of a guarantee that makes unreasonable demands on the customer:

« “If you can prove you sent our résumé to 100 employers and have still not received a
job, we'll gladly refund your money.” (This came from arésumé service | found on
the Internet. How on earth are you supposed to prove you sent out 100 copies of your
résumé? And what product or service -- in any industry -- should be expected to work
oncein 100 tries? As you might expect, thisfirm is out of business.)

To work, aguarantee must be written from your customer’s point of view, not your
lawyer’s. It must promise a clear benefit and an attractive reward if that benefit is not
delivered. No more, no less.

Benefitsto your business

By now, you get the picture. Guarantees are scary only to the uninformed business owner.
The rest of us see agolden opportunity in creating and using the most attractive guarantee
possible for customers.

Need more proof? Here are some of the real benefits of offering -- and publicizing -- the
strongest guarantee possible. A strong guarantee will produce the following benefits:



