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Referrals  with Br iana Borten

The best thing for off line 

businesses is referral. Briana 

shows us how she hones in on those 

that will not only get referrals, but 

also those referrals that will be a 

great fit with the company. She 

gets around 60% of her clientele 

through referrals. 

02



03

Briana and her team go through their clientele and figure out the top 20 percent. These are loyal customers 

who are buying gift certificates, have a membership, and are obviously already big fans of the business. 

These are the customers that you are already spending most of your time paying attention to. 

TAKE ACTION 
NOW:
Get a list of all your clients. Now write 

down who the top 20 percent are.

IDENTIFY KEY CUSTOMERS
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You want to make sure you are taking really good care of these customers. Make sure everyone knows 

their name. Thank them for being an awesome customer with a gift certificate, and one for a friend. You 

can also give them referral cards.

TAKE ACTION 
NOW:
Review your services and your customer 

service.  Identify three areas that you 

can improve.

TAKE EXCELLENT CARE OF YOUR CLIENTS



05

Make sure that people are thinking of your business often and what you can do for them. Have people 

come to think of you as support.  Briana gives her clients information on a regular basis. It can be info 

they will use or info they may pass on and share with other people.  By keeping in contact with the client 

the next time one of their friends’ mentions the service you are providing you will be on the top of their 

mind and will send them to you. Briana warns that you are touching base too often if you can’t supply 

enough value in the email for your customer. 

TAKE ACTION NOW:
Write three emails that you will send out that gives your clients valuable information.

EMAIL MARKETING
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Briana and her team always send out a handwritten thank you card to first time customers. This makes 

the customer feel very special.  The next time they contact the customer they also ask how they are doing 

regarding the service they received. This personalization helps build the friendship you should foster 

with your clientele. 

TAKE ACTION 
NOW:
Write down a plan that welcomes new 

clients into your business and then 

follows through to keep in contact.

PERSONALIZE
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1. Be good at what you do. If you are not good at what you do then you won’t get referrals.  If you make a 

mistake (which happens to everyone) make it right with your customer. 

2. Give people the tools.  Make sure clients have the tools to make referrals. Also make sure it is fun, easy, 

and worth their time. 

3. Make sure you are asking. You won’t get a lot of referrals if you are not letting clients know you would 

love a referral from them. Make sure they know how special they are to you and that is why you are 

asking them and not every single client that walks through the door. 

TAKE ACTION NOW:
Design a referral program that will benefit you and your clients.

TOP THREE TACTICS


