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“It cost 5 – 10 times more 
to acquire a new 
customer than to keep 
an existing one” 
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Unhappy Customers 
1 : 26 
Verbal : Silent 
 
For every one customer that complains it is 
estimated that 26 others remain silent. 
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Dissatisfied Customer 

1 : 9 to 15 
13% > 20 
Dissa%sfied	  customers	  tell	  9-‐15	  about	  their	  experience	  and	  
approximately	  13%	  will	  tell	  more	  than	  20	  people! 
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Positive Experience : 
Unresolved Negative 
Experience  

12 : 1 
It	  takes	  12	  posi%ve	  experiences	  to	  make	  up	  for	  
one	  UNRESOLVED	  nega%ve	  experience. 
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The Power  
of Our 

Network 
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MARKETING:  CREATES INQUIRIES 
 
SALES:  CONVERTS INQUIRIES TO 
CUSTOMERS 
 
If you’re getting inquiries, MARKETING 
has done it’s job! 
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71% waste 
 
Sales Leads 
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only 27% 
 
Contacted 
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35 - 64% 
 
Never Get Called 
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46 hours &  
53 minutes 
Average time it takes to respond to a 
sales lead.  
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5 minutes  
 
Ideal time for a response to an 
Internet lead but not realistic for our 
member venues. 
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1.3 
Contact Attempts 
 
Average number of attempts a sales 
person makes before abandoning a lead.                                                                                                     

                                                                                                                                                                                                                                                                                                                                                                                                                                                        



uniquevenues.com • 866.266.6857 

{ It’s Cheaper To Keep ‘Em 

 
Wednesdays  

&  
Thursdays 

 
The	  best	  days	  to	  call	  someone	  if	  you’re	  trying	  to	  reach	  

them.	  
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8:00 AM to 9:00 AM  

AND 
4:00 PM to 6:00 PM 
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1:00 PM to 2:00 PM  
 

Right	  aQer	  lunch…the	  absolute	  worse	  %me	  to	  reach	  a	  
prospect. 
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GOOD NEWS! 
We broke a few records in September: 
 
•  Distributed nearly 3K in sales leads. 

•  Over 1,150 planners used our free lead referral 
service. 

•  Beat August (which was also a record month) by 
22%. 

•  2.5 average number of venues that receive a lead.	  
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“Never heard from venue - we have 
looked elsewhere now and will no 
longer go through this website.”  
(Medical Group) 
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“No body responded.  I have 
another venue.”  
(Professional Group) 
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“No I have not booked a venue as 
yet.. I didn't get any usable info 
from your venues, so have written 
letters to several hotels with 
ballrooms.” 
(K9 Rescue Group) 
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“I don’t think we’ve found a place 
yet, but we have not heard back 
from any venues.”  
(Training & Development Group) 
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“We have not booked a venue and 
we are no longer looking on this 
site.”  
(Consumer Group). 
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3 SIMPLE STEPS to RESPONDING TO SALES LEADS 
  
1. Create a sales lead protocol/process. 
  

•  Decide who is responsible for following up on 
sales leads. 

•  Create a standard. For example: All leads must be 
followed up in x hours or the same business day 
or… 
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•  Put your follow up promise in writing to your prospects. 
 

 Our team will forward your inquiry on to the 
 venues you've selected during regular business 
 hours (M-F, 8am-5pm, EST). Inquiries received 
 after those hours or on the weekend will be 
 processed the next business day. Thank you for 
 using UniqueVenues.com. 
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3 SIMPLE STEPS to RESPONDING TO SALES LEADS 
  
1. Create a sales lead protocol /process. 
  

•  Decide who is responsible for following up on 
sales leads. 

•  Create a standard. For example: All leads must be 
followed up in x hours or the same business day 
or… 

•  Put your follow up promise in writing to your 
prospects. 

•  Make the commitment to respond to each and 
every lead.  

•  Don’t just give them what they ask for.  
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3 SIMPLE STEPS to RESPONDING TO SALES LEADS 
 
  
2. Create a tool box for your department. 
 

Use you own. 
 
Build your own.. 
 
Or use ours. 
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3 SIMPLE STEPS to RESPONDING TO SALES LEADS 
 
  
3.  	  Establish the number of touches & define a dead    

  lead. 
	  	  

   Lucky 7 – seven touches before abandoning a 
                            lead 

 
   Enter it into your prospect database. 
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Do you rent your overnight rooms to 
transient (individual) travelers? 
 
www.UniqueVenues.com/accommodations 
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Campus	  Issue	  -‐	  Spring/Feb	  2015	  

Inside	  the	  Industry	  -‐	  Trends:	  food	  trucks,	  technology	  trend	  (digital	  
	  detox),	  women	  and	  mee%ng	  planning.	  	  

	  Event	  Profile	  -‐	  High	  profile,	  challenging	  events	  on	  campus	  (Dr.	  
	   	  Maya	  Angelou's	  funeral	  at	  Wake	  Forest,	  Michigan	  State	  Odyssey	  
	   	  of	  the	  Minds,	  etc.).	  
	  Work/Life/Balance	  -‐	  Do	  you	  offer	  a	  unique	  training	  program	  for	  
	   	  your	  conference	  groups?	  
	  Signature	  Drink	  –	  Alcoholic	  or	  non-‐alcoholic	  drink,	  coffee,	  tea,	  etc.	  
	   	  Something	  spring-‐like.	  

	  
michele@uniquevenues.com	  
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All	  Venue	  Issue	  -‐	  Summer/May	  2015	  

	  Feature	  Story	  -‐	  Outdoor	  gardens.	  
	  Inside	  the	  Industry	  -‐	  A	  look	  at	  gay	  weddings.	  
	  Event	  Profile	  -‐	  High	  profile,	  challenging	  events	  on	  campus	  (Dr.	  
	   	  Maya	  Angelou's	  funeral	  at	  Wake	  Forest,	  Michigan	  State	  Odyssey	  
	   	  of	  the	  Minds,	  etc.).	  
	  Signature	  Drink	  –	  Alcoholic	  or	  non-‐alcoholic	  drink,	  coffee,	  tea,	  etc.	  
	   	  Something	  spring-‐like.	  

	  
	  
michele@uniquevenues.com	  
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Campus	  Issue	  -‐	  Fall/August	  2015	  

	  Cover	  Story	  -‐	  In	  case	  of	  emergency.	  Campuses	  that	  have	  faced	  
	   	  emergencies,	  outbreaks,	  disasters.	  
	  Inside	  the	  Industry	  -‐	  Farm	  to	  table.	  
	  Event	  Profile	  -‐	  High	  profile,	  challenging	  events	  on	  campus	  (Dr.	  
	   	  Maya	  Angelou's	  funeral	  at	  Wake	  Forest,	  Michigan	  State	  Odyssey	  
	   	  of	  the	  Minds,	  etc.).	  
	  Work/Life/Balance	  -‐	  Looking	  for	  sugges%ons.	  
	  Signature	  Drink	  –	  Alcoholic	  or	  non-‐alcoholic	  drink,	  coffee,	  tea,	  etc.	  
	   	  Something	  spring-‐like.	  

	  
michele@uniquevenues.com	  
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I, __(say your first and last name)__, promise 
to respond to every single lead from Unique 
Venues. 
  
I will do my very best to respond within 24 
hours or the next business day. 
  
I understand that it’s Cheaper to Keep ‘Em! 
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THANK YOU. 
 
Michele Nichols 
michele@uniquevenues.com 
 
Tony McGuirt 
tony@uniquevenues.com 
 
Sources: 
Understanding Customers by Ruby Newell-Legner 
Collin Shaw, CEO, Beyond Philosophy 
Forbes Magazine, Ken Krogue 
 
 


