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Jack Fraenkel

Principal Consultant

Jack Fraenkel is a business and management consultant with a particular interest in business improvement and development, both at the start up and mature stage.  He has a wealth of knowledge and experience particularly in retailing and customer service.  Jack has consulted to business in the Franchise Industry as well as a variety of other industries across Australia and the UK. He has owned and operated a variety of specialist retail stores and a home service based franchise.
He is probably best known as a riveting public speaker… and a Master Networker!

As a keynote speaker he brings over 35 years of sales, management and commercial experience to his audience. He has owned and operated a variety of specialist retail stores and a home service based franchise.  His knowledge of customer service and sales skills was honed internationally as the general manager of the largest duty free retailer in Australia.

He holds accreditation with Thomas International in DISC Personality Profiling and this coupled with his business experience, helps Jack to help his clients build successful teams and recruit and retain the best people, whether as franchisees or employees. As a regular contributor to publications such as Australian Business News, Service Station News, Franchising & Own Your Own Business, National Accountant, Print 21 and Around Canberra Magazine, on topics including, training and development, customer service and sales and marketing, Jack is constantly staying abreast with contemporary business thinking.

Jack is a seriously motivating and yet entertaining speaker with a remarkable ability to share his knowledge and experience in an educational, fun and riveting manner. 

Succeeding Through WOM (Word of Mouth)

Or…

How I Stopped Worrying About ‘Minglephobia’ and Learned to Love Networking

Your hottest leads are the people you meet face to face, yet strangely, while many modern business people understand the value of word of mouth and business networking (and networks), few look to actively drive word of mouth in their sales efforts.
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A word of mouth or “referral” based approach to sales is very powerful, but does not come naturally for most. In fact, in the business world we are not taught to think this way at all.  Why is this?

From an early age we are taught not to brag or ‘blow our own horn’, that talking about ourselves is somehow wrong or demeaning.  And yet, as business owners we’re quite happy to spend significant amounts of money on advertising and other marketing strategies to just that…Talk about ourselves and the great products and services we sell.

There is no better business compliment than to pass on referrals and the best thing about referral-based business is that it almost impossible to have it poached.  Referral or word of mouth marketing breathes new life into business; it is almost ‘mouth to mouth’ resuscitation for corporate Australia.
The science and skill of networking IS NOT for the ‘Fast Buck’ salesperson or impatient business developer, it is simply, the greatest investment you can make.  Networking is a skill for life; it should not be seen simply as something we do for what we can get out of it.

Truly great networkers have a number of similar traits; they

· Give without expectation

· Do things simply because they can and want to

· Believe in abundance

· Know how to make the pie bigger

· Understand that scarcity thinking – fear of sharing – fear of giving is a negative way of life

· Have faith in the law of reciprocity

The principle behind this ‘Give Without Expectation’ philosophy is simply that if you help your customers to be more successful, they’ll want to reciprocate and bring you new business and of course to continue using you themselves.  A fabulous by product of this is that they usually will not even ask you what you are going to charge for a job, they will simply trust you to, ‘do the right thing’ by them.

In order to be a successful networker you need confidence in your products and services but more importantly, in your ability to communicate with the people you meet at various networking events.  Real opportunities lie in your ability to build very effective and profitable relationships with key contacts that can and will identify new business opportunities for you.
The key to successful networking is much less about whom you know and much more, about who knows you.
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Tips to drive word of mouth business

· Your contacts will not generally refer you business off their own bat just because you are good at your job. Yet many will be happy to refer you business if you ask them in the right way. Think carefully about how to motivate them. 
· People are not the same. Pay attention to behavioural styles and treat people how they would like to be treated, not necessarily, how you would most like to be treated. 

· Do not go to meetings or other networking situations to sell. Go to meet people, and aim to come away having had one or two promising conversations, and with a handful of business cards in your pocket. It is then up to you to follow up after having made initial contact with these people. 

· The quality of your business network is not about how many people you know but about the quality of the relationships you develop. Focus on developing deeper relationships with a few people rather than superficial relationships with many people. 

· Harnessing the power of your relationships will help you to achieve sustainable growth, why?  Because anyone who has been in business for any length of time knows how much easier it is to build rapport with a prospect whom has been referred to you by one of your contacts, than it is to approach and close a cold prospect.
· All too frequently, business people see “referred business” as the occasional, passive, sale that comes in from a recommendation by an existing client.  Even some of the most talented business people achieve far less referred business than should be expected given their skills, experience and reputation in the market place.
Business growth is said to come from sales – and sales training focuses on “making a sale” with a prospect.
However, the real opportunity lies in your ability to build very effective and profitable relationships with key contacts that will identify and unlock sales opportunities for you.

Harnessing the power of your relationships to drive fast, sustainable growth.
Yet strangely, while many modern business people understand the value of word of mouth and business networks, few look to actively drive word of mouth in their sales efforts.
Indeed for most people, “referred business” means the occasional, passive, sale that comes in from a recommendation by an existing client or customer. They rely on doing a great job, and hope that word will get out, and the sales will come in.

They will. However, if you do it this way, it will take a long time to build up a business by word of mouth.

Even some of the most talented business people are receiving far less referred business than they would expect given their skills, experience and reputation in the market place.
So where is everyone going wrong?

The first thing is that with word of mouth, human nature comes in to play. People only do something for someone else when they are motivated to do so. It makes perfect sense when you think about it. Your contacts will only refer you business where you have motivated them. The fact that you are good at your job will seldom be enough motivation for someone else to look for business for you!

The second point is that we are all different. That means people have different motivations; and unless you can read these motivations quickly, you will not succeed in getting people to help you.
Connecting is really about your friendliness, your ability to engage people and your willingness to give first, again, without expectation.  Once you have achieved these and combined them into your personal package, you will be on your way to making powerful, sustainable relationships.
Some Hints and Tips for Networking: 
· Know your focus - When attending an event, do not try to meet as many people as possible, trust is not built from a stack of business cards. 

· Have an adequate supply of business cards and make sure you get two business cards from every person you meet - This will allow you to follow up efficiently and also offer the opportunity to refer your new acquaintance professionally.

· Listen and ask questions - You have two ears and one mouth so remember to use them proportionately, also do not assume that your target person already knows your business. 

· Give referrals whenever possible - A good networker should believe "givers gain!" So because most successful businesses grow from referrals, be the person that does the referring. Remember the fastest way to get referrals is to give them. 


· Do not try and close any deals - Networking should be used to develop relationships with other professionals and not an event to hit businesspeople to buy your products or services. 

· Write notes on the backs of business cards you collect - This will help jog your memory when you make contact with them and will help in building rapport. 

· Follow Up - If you have discussed catching up with someone, call within three days of the meeting that person otherwise, just write a brief hand written note (to keep it personable) saying it was great to meet them. 

· Keep promises - If you have made a promise, keep it! No one likes to do business with an unreliable person. 

· Think differently - Focus on just meeting people and not finding new customers because that is what everyone else is probably doing. 
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Here are three useful tips for working the room at networking events…

Working the Room Tip #1 

When you first go up and meet a person, Never Ever start talking about yourself. People will pay attention for a few seconds and then start looking for any excuse to leave. You do not need that. If that happens more than once, you will feel like exiting the building yourself. We all know that is not going to help the future growth of your business. 
Working the Room Tip #2 

During the first part of the conversation, only talk about the other person. Ask them what they do, how their business is doing, what they do to find customers. Ask the kind of questions you are uncertain about with your business. This is a smart schmooze move for a couple of reasons. 

First, by asking someone else for his or her expertise and experience, you never know when you might receive a "pearl" of wonderful advice in return. So listen carefully to what your newfound friend is saying. Do not just pretend you are listening. Look into their eyes, not around the room while they talk. 

The other reason to use this schmoozing strategy? Hey, it is flattering when others want to hear about your ideas and business. Many people do enjoy talking about themselves, and encouraging them with questions and interested ears will keep them talking with you. Not many people walk away from a conversation where they are playing the leading role! 

Once you have showed this interest in your new acquaintance, soon enough, you will most likely be asked about your business and what you do. Bingo! 

Working the Room Tip #3 

Develop an ‘Elevator Pitch’, as with any song and dance, it helps to rehearse. Practice what you are going to say. Make it interesting. Give the person a good reason to listen. Be funny, interesting, entertaining -- do whatever you feel is appropriate to keep the person's attention. Make your answers brief. End with a quick exchange of business cards -- you never know when you might need that person's service or you may know someone you can refer to them and vice versa. 

You often have to give an impromptu one-minute presentation that says who you are, what you do, and why anyone should bother. Many kinds of presentations are useful, but before you invest in PowerPoint and videoconferencing, it is invaluable to master the One-Minute Presentation Schpiel*. 

*Schpiel is Yiddish for a song and dance routine. As with any song and dance, it helps to rehearse. Get it ready before you are on the spot. 

Four Questions to Help You Create the Most Effective One-Minute Presentation Schpiel 

1. What do you want them to remember most? They will not remember everything -- so choose carefully! Maybe you are the leading manufacturer of your product. Alternatively, the first to have designed it. Or the only one in the area. 

2. Your Unique Selling Proposition (USP) this is a phrase or sentence that describes your biz in a nutshell. 

3. What would add credibility to you? Have you been in business more than five years? Do you sell nationally, internationally or to Levi's? Were you recently featured in a trade magazine? 

4. What benefits can you offer this  person? If you know what the need of the person is, tie that into your description. What can you do for them? 

Now, do not freeze at this point. Practice what you are going to say. Rehearse in front of your spouse, friend, or Mirror. Make it interesting. Give the person a good reason to listen. Be funny, interesting, entertaining -- do whatever you feel is appropriate to keep the person's attention. Make your answers brief. End with a quick exchange of business cards -- you never know when you might need that person's service or you may know someone you can refer to them and vice versa. 
Things to Avoid 

· Telling people how you do your business. Do not explain the process. The natural inclination is to talk about your workaday goings-on, anecdotes, extraneous info, and industry-specific facts. Avoid jargon!

· Prices or costs unless it works to your benefit or its part of your positioning.

· Selling yourself short with qualifiers.

Example:  We have just nine employees. We have been in business only three years. We have just started. There is no need to bring our insecurities into the formula. Do not highlight the things you don't/can't do.

So, Working the Room 101's bottom line: Spend a little time with each new prospect. Listen. Learn. Then end with your short story. Soon, you will have a whole room that cannot wait to talk to you, and you will not mind! 

Whether you are meeting new clients or colleagues, on a job interview, or out on a first date, you have the same goal: To make a good first impression.  Trouble is, all too often, there is a gap between how you want to present yourself and how others actually see you.

Harness the power of your relationships to drive fast, sustainable growth.

They say a chain of, at most, six acquaintances connects any two people on the planet. Now mathematicians know why.

Six degrees of separation is the theory that anyone on the planet can be connected to any other person on the planet through a chain of acquaintances that has no more than five intermediaries.  The Hungarian writer Frigyes Karinthy in a short story called “Chains” first proposed the theory in 1929.
In 1967, American sociologist Stanley Milgram devised a new way to test the theory, which he called "the small-world problem."  He randomly selected people in the mid-West to send packages to a stranger located in Massachusetts.  The senders knew the recipient's name, occupation, and general location.  They were instructed to send the package to a person they knew on a first-name basis who they thought was most likely, out of all their friends, to know the target personally.  That person would do the same, and so on, until the package was personally delivered to its target recipient.

Although the participants expected the chain to include at least a hundred intermediaries, it only took (on average) between five and seven intermediaries to get each package delivered. Milgram's findings were published in Psychology Today and inspired the phrase "six degrees of separation."
We all know it is a small world: Any one of us is only about six acquaintances away from anyone else.  However, without being able to see the whole map, how can we get a message to a person who is only "six degrees of separation" away?

Making Real Connections™ clever networking uses the 6 degrees theory in so far as, so long as you know exactly who it is you want to meet, somebody you have met here today, will get you to that person. 
Making Real Connections™ assumes that you know whom it is that you need to meet; “Anybody Who…” doesn’t cut it.  Amateur networkers have prepared an elevator pitch designed as a; ‘Catch All’ and leaves their listeners utterly confused as to who the speaker is trying to connect with!

Building the effectiveness of your referral network will increase the quality of referrals that you receive.  How much “involvement” your referral source has invested in preparing the referral for you, the more qualified, educated, and inspired the prospective client is BEFORE you become involved.  This means the less time and effort you use to develop the prospect into a client.
The objective of a Making Real Connections™ workshop is to ensure that each participant becomes very clear on whom it is that they really do want to meet and that they learn whom it is that they can help and build a relationship with.  The theme can be simply summed up with these six words; “I Know Someone Who Can Help….”
Networking is not for wallflowers!

Being a good conversationalist is essential.

Knowing when to talk about your business and when to show genuine interest in another’s business is the key to your success. 

All things being equal, people like to do business with friends, and…when things are not quite so equal; people still like to do business with friends.

The question you have to ask yourself is…  

How can each person benefit as a result of connecting with me?

The questions you ask the people you meet at networking functions ALWAYS need to be about them and never, ever, about how you can find a way to sell them something!!!!

Take serious note: This is not just about business networking. This is a life strategy to use with anyone, anywhere, anytime.  Real opportunities lie in your ability to build very effective and meaningful relationships with key contacts that can and will identify new opportunities for you, be those personal or business.

Back to Business Networking: During the first part of the conversation, only talk about the other person.  Ask them what they do, how their business is doing, what do they do to find customers? Ask the kind of questions you are uncertain about with your business.

Here are four great conversation starters:
· “Hi, what business/industry are you in?”

· “What do you enjoy most about it?”

· “How did you get into it?”

· “Who are you looking to connect with today?”
Spend a little time with each new prospect. Listen. Learn. Soon, you'll have a whole room who can't wait to talk to you, and, of course, you won't mind that at all, will you?

Networking is really simple:

· Recognise that everyone you meet is a potential, useful network contact

· Create a “win: win” opportunity to give and receive favours

· Practise the “give without expectation” philosophy of great networkers

· Operate with complete integrity. 
Turning contacts into relationships requires much more than simply meeting them, remember this, every best friend was once, just an acquaintance.  To stand out from the crowd, you must be different here is an important tip…

To build a more successful business, you do not need more skills and tactics; you actually need more friends!
Here are the 6 Steps to turning contacts into contracts:

· 2 Ears; 1 Mouth!!!!!! This simply means listen more than you talk, look for opportunities to support and add value after the first meeting

· Ask how you can help the other person. Actively seek their concerns so that you can help them – adopt a position of;”I know someone who can help....

· Be gentle in your influencing style. Exercising influence means guiding a complex set of interactions using both sending and receiving skills.  Effective influencing means balancing between building relationships and getting results.

· Under promise; Over deliver. When someone talks about you behind your back, do they say great things about you?  Your ability to over deliver will build a fantastic reputation for you with your customers and prospects, in your industry and your community; don’t mess with it!

· Create and use a contact logging system; and USE IT! Outlook, ACT, Goldmine, Tracker etc are all useful contact management tools, become fastidious about using them to log all information with your clients and prospects.  Become proactive in knowing their needs and wants before they do.

· Maintain regular contact on a planned basis. If e-mail had been in use before the telephone was invented, people would have said, ‘Forget e-mail.
With this new telephone I can actually talk to people!’
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