
How to do effective
relationship marketing

Have you ever wondered why a customer buys from you 
only once and never buys from you again nor sends you 
referrals?

It is because you—not the customer—did not build a 
relationship before, during and especially after the sale. 
Maintaining the relationship at these three phases is 
your responsibility, not your customer’s. 

The most profitable fence companies cultivate long-
term relationships rather than focusing on onetime 
transactions. It is called “relationship” marketing.

Relationship marketing is when you nurture a long-
lasting relationship with your clients. In short, you 
know them and they know you. There is a connection, a 
loyalty. In essence, you “marry” your clients and create 
a win-win partnership for life.

Transaction marketing, on the other hand, is merely 
a money exchange. It is nothing more than a cold 
business deal. It is when your customer views you as a 
salesman and you view them as a buyer. No warmth. No 
connection. Just money changing hands. It is usually a 
one-time, short-term sale without much thought of a 
long-term relationship. 

Relational marketing is better because it allows you to 
obtain more customers at a lower acquisition cost.

Customers leave because you stop “romancing” them. 
They leave because they feel you do not care about them 
anymore. Of course, some customers may buy only 
one fence in their lifetime; however, most customers 
have friends who need fences.

Do you know why your customers stop buying 
from you and never refer their friends?
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1. They are the only market that gives you money. 
Suspects and prospects do not give you money. A sus-
pect is anyone in your trading area who needs a fence 
but knows nothing about you. A prospect is anyone 
who has contacted or passed by your business but never 
purchased. A customer is someone who has given you 
money. Think about it: 100% of your profits come from 
one market: customers. 

2. It is cheaper to keep closer to past customers rather 
than trying to attract new customers. 

3. Customers are your best source for referrals. Word-
of-mouth is still king. It will always be that way, no 
matter what new technology is invented. 

4. Customers are the easiest market to reach, if you 
have an up-to-date customer contact list.

5. You can reach your customers immediately.

6. Customers are not as price sensitive as prospects. 
You can earn more from repeat business.

7. When you contact a customer, your contact is not 
viewed as junk mail or spam; it is viewed as a message 
coming from a trusted friend and advisor.

8. If you sell to customers more than once, there is a 
life-time value. The second sale is more profitable.

9. They trust you more than your prospects or suspects 
trust you. People buy from those they trust.

10.  If you do not stay close to them, your competitors 
will attempt to start a relationship.

Take the Quiz Below
When it comes to customers, your goal is to increase the 
frequency of their purchases, the size of their orders, 
the variety of their orders, and the quantity and quality 
of their referrals. You must treat every month as if it is 
the “honeymoon” month with your customer. 

Take the quiz and see if your fencing company is 
building relationships or merely conducting business 
transactions.

We charge a fair price rather than charging as much as possible.
We sell only quality fencing products rather than cheap, foreign-made products.
We offer a guarantee that is better than our competitors and we stand behind that warranty.
We remember the lifetime value of a customer rather than trying to close the onetime sale.
We treat our customers like close family members rather than total strangers.
We discover our customer’s needs—even if it means they may not buy from us today.
We never deceive our customer by hiding the true costs of buying and installing a fence.
We give the same offers to our customers as we do our first-time buyers.
We show our customers how to give us positive online reviews (Google, Yelp, Angie’s List, etc.)
We listen to our customers and answer their questions and concerns quickly.
We make it easy for our customers to reach us by phone, text, e-mail or website contact page. 
We immediately make things right if a customer is ever dissatisfied or unhappy. 

Are you a relational 
or transactional 
fencing company?
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10 reasons to stay close to 
your customers

Most business owners say they intend to stay close to their 
customers. However, in reality, they spend more time and 
money trying to turn prospects into customers rather than 
keeping close to customers for life.

Here are some reasons why you should focus on build-
ing a long-term relationship with your customers:

If you have questions about this newsletter or marketing in general,
e-mail NVP’s marketing expert: marketing@nvpfence.com.

www.nvpfence.com 
435-623-2750


