*Confidential Case Files

True life stories from the files of real, live 

Clients of Jim Armstrong

& Jimbos Floors

Read what your friends, relatives, neighbors, and co-workers 

are saying about me and my Team!
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Use this booklet as a model for your own

In my system you are going to learn how to gather hundreds of testimonials, and how to use them to turbo-charge all your marketing efforts.  The Confidential Case Files booklet is one of many strategies for using testimonials.  Model this booklet as you gather testimonials.  Eventually you will have dozens of pages of comments from raving fans.


Tip: create a Confidential Case Files document in Microsoft Word or Publisher.  As testimonials come in, type them into the document.  Each time you go to the printer your document will be up-to-date, and it will automatically grow.

At the beginning of the booklet, you will see that I have laid out Testimonial Snippets, which include the client’s name, occupation and home town.  Here is what I have discovered: as clients look through the booklet, they will oftentimes scan down the list of names looking for people they know.  I can’t tell you how many times I have had clients say things like, “I know Jane Smith, and Johnny Ray…and oh, I didn’t know Shelly Burns was one of your clients.  She goes to my church.”  


That’s powerful!  When you are in a sales situation, a booklet like this will do 80% of the selling for you.


After the snippets put in the Case Study flyers (which can also serve as newsletter inserts), and scanned copies of thank-you cards and letters. 


During the Design Audit, hand the client a Confidential Case Files book, or a portfolio of testimonials.  As you hand it to them, say “I need to get some additional information for you, and it will take me just a couple of minutes.  While I do that, I’ll let you look through this.”  


At some point during the meeting, the client needs 5 minutes to look through the testimonial portfolio.  During this 5 minutes, the salesperson should have something to do, such as get information, go to the restroom, add up estimated square footage…something.  


No matter how eloquent you are at telling the client about the quality of your store, it always sounds 10 times more convincing coming from SOMEONE ELSE.  That’s the power of testimonials: they give you a ‘halo’ of credibility.  


This portfolio of clients raving about your service will do 80% of the selling for you.  AND it drastically reduces price resistance.  When the time comes for you to quote a price, or the client is looking at prices on your showroom floor, she will remember the testimonials and come to the conclusion that, “Wow, all these other people paid this price, and they were super happy.  These prices must be reasonable.”  Testimonials are a MAJOR KEY to selling at higher prices than your competitors.


Welcome Package


I recommend that every walk-in client, or anyone who phones your store is given a welcome package.  Here is what I use:

· Glossy folder with pockets inside, and the business name and logo on the outside.  Inside the pockets put the following:

· Consumer’s Guide To Floor Covering

· Confidential Case Files

· Any press releases or articles published in your local paper

· A “Meet the Team” sheet, with photos and a brief bio of each staff member and what they do to serve clients

· One or two brochures or pamphlets about products (That’s ONE or TWO, not a whole stack.)

· DON’T overcrowd the package with too much stuff.  The most important documents are the Consumer’s Guide and the Confidential Case Files, and you don’t want those to get buried or ignored because of all the other stuff. 


The Welcome Package works like a giant, updateable “Mega-Brochure.”  The outside has a solid, professional look, and the inside contents can change as needed.  


    More About Case Study Flyers

Let’s say you have 200 past clients.  In any given month, those 200 might not need flooring right then.  However, each of those clients has a sphere of influence of at least 200 people.  That’s 20,000 potential clients!  Case Study letters and flyers are one of the strategies for tapping into that 20,000.


Case Study Formula:


Headline: sets up the story.  


Body: tells the story and gives details about a specific problem or challenge that was overcome, or a benefit offered by your store.


Testimonial: The reader gets to hear how your store solved the problem, or provided a benefit, but it’s in the client’s own words.   


P.S.—Asking for the business: Does not ask, “Do you need floors?”  Why?  Because if they don’t happen to need floors, the answer is “No” and they throw the flyer away.  Instead it asks, “Who do you know…?”  That can mean them OR anyone in their sphere of influence.  It also asks for a specific kind of referral that relates to the story.  This gets the client to really think about who they know who could fit the situation you’re describing.  

Photo: The purpose of the photos is NOT to show off your floors.  It’s to show real, live, flesh-and-blood clients who are thrilled with your services.  (Your showroom, your samples, and your product literature are the places to show off your floors.)  You’ll see that the photos are just amature snapshots, and some of them don’t even show the flooring.  This is done ON PURPOSE.  If you hire a professional photographer to take perfect photos of clients on their new floors, people will think you hired actors.  It doesn’t look real.  Instead, just take snapshots with a digital camera.  They should be very candid and look like photos from your kid’s birthday or Christmas.  In fact, if the client looks a little dorky or they’re not photogenic, that’s even better.  People can relate to that.  It looks like real human beings who have used your store, not touched-up models.  The photo can be of the client standing on their new floor, but it’s not necessary.  It can be in front of their house, your store, in your showroom.  It really doesn’t matter. YOU and your SALES STAFF should also stand in the photos whenever possible with your clients.     
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Dear friend and client,


I have found that there is a lot of confusion when people look for a floor dealer.  There are literally thousands of dealers in the United States, and trying to find one that is honest AND knowledgeable can be a daunting task for the average consumer.  Choosing from the vast ocean of dealers advertising on the radio, television, mail and internet can be overwhelming.


For most people, a buying new flooring is the single largest interior decorating decision they will ever invest in.  Choosing a professional, knowledgeable, and honest dealer who can help you decide among the tens-of-thousands of flooring options is critical.

 
So how do you find a truly professional dealer?  Especially when they ALL say things like “Number one in customer satisfaction,” and “We have the lowest prices,” and  “Lifetime warranty”?  


When deciding, here are five questions you should ask any dealer before agreeing to anything:
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1.  Do you offer a No Regrets guarantee?  If I’m not happy with the flooring will you replace it free in the first 30 days?

2.  Do you have a lifetime warranty on all your installations?  And can I see it in writing?

3.  Are your installers licensed and certified?  And can I see their credentials?

4.  Do you offer “Stain Proof” carpet?  Remember: there are no warranties that guarantee carpets to be “stain proof.”  If the dealer says yes, they are either incompetent or dishonest.  Find another dealer.
5. Can I see a list of references?  This is probably the most important question.  References are simply the ONLY way you can tell ahead of time if you are working with an honest, competent dealer.  If they balk, or refuse, find another dealer.

And above all, get all of these in writing.  


With that in mind, in the following pages you are going to see real life stories of clients who have actually used Jimbo’s Floors.  Some of these stories were originally published in my monthly newsletter, and are re-printed here.


I hope this helps, and I look forward to being your “Flooring Consultant For Life.”


At Your Service,
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Jim Armstrong


530-123-4567

Testimonial Snippets 

A quick look at what just a few of my

super-satisfied clients had to say about my services!
“Jim—you already know we think you’re great—we refer you all the time and will keep doing so!  Our new carpet looks awesome!”



-Mike & Julie Nickel, Firefighter & Office Manager, Live Oak

“I recently found the home of my dreams.  I was feeling a little overwhelmed trying to decide which kind of floor would be best.  Add that to the experience of buying my first home and I was feeling very stressed.  I visted Jimbo’s Floors and met Roberto.  He could tell I was stressed, so he took the time to do a Design Audit that really helped in picking the right floor.  He also kept in touch during the whole installation process as well as Sheryl, the Project Coordinator.  Then to top all of this, I received a nice surprise package from Roberto when he visited after I moved in my new house.  Roberto and Sheryl are both topnotch professionals.  They are detail oriented and handled every step of the buying and installation process as if it was their own.  The carpets make the house look brand new…they’re great!   I believe in having as stress-free an environment as possible and having Roberto and Sheryl at Jimbo’s Floors handle my flooring was a pleasure.  If ever I need flooring, it’s Jimbo’s Floors.  Thanks Roberto and Sheryl.  Sincerely,”



-Jeanne Stiller, Loan Dept. of Bank of America, Yuba City

“My new laminate floors in my kitchen and dining room are beautiful.  I was treated with respect and courtesy as a single woman raising a daughter.  I genuinely felt that Jim Armstrong and his staff display concern for my flooring needs and were a guiding light for me.  I recommend his service to anyone looking for a supportive, positive experience.”



-Marsha Avalos,  School Teacher, Yuba City

“Dear Jim, I would like you to know that we were very impressed with the way that you do business.  It is literally a throw back to a time when service and professionalism truly meant something, and unfortunately is all but forgotten in today’s business world.  Specifically, I would like to thank you for your efforts throughout our entire floor-buying process.  Your honesty, quick response, and communication were a welcome change from all of our previous flooring experiences.  Please know that my wife and I have spoken of this to everyone we know if the subject arose, and we will continue to do so.  You will indeed be our “flooring consultant for life.”  Thank you again for reminding me that some people still do business the right way.”




-Alex & Jennifer Johnson,  General Contractor and Home Maker, Marysville

“We Recently went to Jimbo’s Floors for new tile for our bathroom, and we’re thrilled with the results!  This is our third time using Jimbo’s.  Jim Armstrong makes you feel like you’ve known him forever, making you feel right at home from the start.  Jim will never make you feel uncomfortable for asking questions and he’ll do anything in his power to accommodate your needs.  When you do business with Jim and the staff at Jimbo’s Floors, you will be treated like royalty.  Our experience was painless and very professional.  Jim is not only our flooring expert, he’s a friend.  That’s how he makes you feel.  With our sincere Thanks!”


-Marvin and Sandy Moeller, owners of Sierra Landscaping, Yuba City
“From the very first time I met Jim and Sheryl, and the rest of the staff, I was made to feel very comfortable.  I thoroughly enjoyed the friendliness and personability of the staff at Jimbo’s throughout the entire installation process.  I get tons of compliments on my new hardwood floors!  I’m super happy!”



-Andy Koch, Architect, Yuba City
“Jim and his sales staff have the ability to listen and then offer many solutions.  We especially liked the Design Audit.  It really helped us narrow down our options and find the right flooring for our needs.  We have three kids and a dog, and Jim’s recommendation to put laminate in the hallways and carpet everywhere else was really helpful. It looks great!  I can’t wait to host this year’s family Christmas get-together.  Also, we were treated like royalty!  From the moment we walked into Jimbo’s and were asked if we wanted coffee or soda, to meeting with Jim’s salesperson, Roberto in the design room, to the installation, and the surprise gift afterwards, the service was top-notch.   Roberto’s personal touch is how he wants to educate his clients and keep them forever.  He put us at ease and gave us confidence that we were serving our family wisely by choosing Jimbos! Thank You!”


-Chuck and Sonya Laney, Plumber and Seceratary, Yuba City
“We appreciated the Thank-you letters and the gift card.  What a pleasant surprise!  Roberto was very professional and easy to get along with. He always responded in a timely manner. Thank you for keeping us involved in the entire process.  We were never left in the dark.  You always kept us up to date and the entire process was completed in a very timely manner. You made us feel like we were your favorite clients!  Oh, and the carpets are fantastic!”


-Ben and Laura Ubert, Pharmaceuitcal sales and Home Maker, Gridley
“If I know of any of my friends that are looking to re-carpet their home, and I will certainly recommend Jimbo’s Floors.  Thanks again, Jim, Sheryl and Roberto, for everything.



-Jeanette Ellington, Nurse, Marysville
“My husband and I were referred to Jimbo’s by our Realtor after we experienced on going “nightmares” with the flooring store we originally had. We were told that if we wanted someone that was “phenomenal” and that would “hold our hand” and see us through until the very end and she knew the perfect person to do that for us.  Roberto Gonzales of Jimbo’s Floors was that perfect person!  He turned the nightmare we were having into an enjoyable process in purchasing flooring for our new home. He informed us of things we were completely unaware of and completely demonstrated the true meaning of customer service.  He treated us like family and continues to do so even after our new hard wood floors were installed. They look AWESOME!   We will be referring everyone we know to Roberto and Jimbo’s Floors!” 



-Barry & Dianna Waller, Retired, Yuba City
“My tile and laminate look fantastic!  Throughout the process, Sheryl always returned my phone calls and kept me updated on the progress of the new floors.  She kept track of all the little details—I didn’t have to worry  that something was going to be missed.  A couple of problems came up during the installation, and I was so happy that Sheryl worked hard to make sure they were resolved.  My experience with Jimbo’s Floors was fantastic!  Thank you Sheryl for doing such a great job!  I will recommend you to everyone I know!”



-Eva Sibley, Social Worker for Sutter County, Yuba City
“Jim, we will be your customer’s for LIFE!  Thanks for all you do for us!”




-Norm and Christine Roseboro, Retired, Yuba City


“The new carpets make the whole house look like a new home!  Our dealings with Jim Armstrong  & the Team @ Jimbo’s Floors have always been First-Class!!  We think he is genuinely interested in providing the absolute best service to his clients in terms of straight forward advice, fitting the correct product to a given client’s needs,  honesty and a very personable demeanor at all times.  He has helped us greatly and we would recommend him to anyone.”



-Joe & Michelle Pace,  Sales Rep for Hust Bros. and Home Maker, Yuba City
“We have known Jim for about 10 years now and he has always been honest, and he will always let you know if some thing is wrong or right.   Also always has time to talk to you and take the time to explain what you want to know.”



-Jeremy & Danielle Campton, Attorney & Home Maker, Live Oak
“Dear Jim, thank you for your help with the purchase of our hard wood floors!  This is the third time we have obtained flooring through Jimbo’s Floors, and the reason we keep choosing to work with you is because we have such a comfort level with your service.  We have discovered that getting flooring can be very complicated and, for someone not in the business, very confusing.  You always explain all the details of the products we are considering so we know exactly what we are getting.  You are extremely organized and we never have to worry about details being missed, and you kept us updated throughout the process.  We also appreciate the extra steps you took to get the installation done when problems arose.  And we get many compliments on our new hardwood floors! 
 
We have already referred several close friends to Jimbo’s Floors, and we will continue to do so.  Thanks, Jim!”



-Brad & Peggy Owens, Heavy Equipment Operator and Dental Hygenist, Yuba City
“This is our 2nd flooring purchase thru Jimbo’s Floors and once again it was painless!  Thank you for your great service and we have highly recommended your services to other people.  On a scale of 1-10, with a 10 being the best, we would rate the courtesy of your staff as a 10.  Thanks again for the beautiful carpets!”


-Chad & Michelle Lamar, owners of A better Look hair salon, Yuba City
“Jim,… if anyone asks me about flooring I will certainly give them your name! You provided me with a painless process.  After our initial meeting, I found the opportunity to work with you and Sheryl via continued emails very pleasant.  The timeliness of your responses was much appreciated.  These emails helped you and Sheryl provide a degree of personalized service far superior to larger stores I have experience with.  I felt in constant touch and never had any lingering questions while I was "in process".  Highly recommended!”



-David Kuvelis, X-Ray Technician at Fremont/Rideout Health Group, Yuba City
“This is the 2nd time I’ve used Jimbo’s Floors and Roberto Gonzales.  I contacted Roberto for floors when I was moving into a new home.  He co-ordinated with the Realtor to make sure the floors were installed on time.  When the purchase closed escrow, I was able to begin moving my furniture in immediately, and my new carpets looked fabulantastic! Way to go Roberto!”



-Wayne Jens, Dentist, Yuba City
“Dear Roberto,  we’d like to thank you for always being available to answer our many questions about the floor-buying process.  Your availability and your expertise gave us the answers we needed to get flooring for our first home.  Because this was our first time buying a home and new floors, we had many questions.  Whether meeting face-to-face or speaking over the phone, we always felt you gave 100% of yourself to our needs.  Thank you for helping us find what turned out to be beautiful laminate.  The area rug you recommended looks great in the dining room.  You’re the best.”



-Jonathan & Marie Lavenan, Software Sales and Paralegal, Marysville
“Jim, I just received the surprise package you mailed and want to thank you for it.  It will be used, believe me!  If I don't use it myself, I have a daughter, son-in-law and grandson who will enjoy the candy and popcorn!  The movie will definitely be mine--although I may share it with them (their TV, you know!) Also, a big thank you to both you and Sheryl for getting my floors done in time for Thanksgiving.  I really doubted it could be done.  But you both proved me wrong and I appreciate it! I'll be happy to recommend you to anyone who may need your help in the future. Thanks again!

“P.S. Everyone raved about the new hard wood!”  



-Janet Narducci, Home Maker, Gridley
“I refer all my clients to Jimbo’s Floors.  You have my full confidence and trust!



-Janey Needham, Accounting Dept. at Geweke Ford, Yuba City
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Dear Friend,


Just a quick note to let you know that we can help you or anyone you know purchase flooring for your new home!


Barry & Diana were buying a new home, but it needed flooring.  They called a store out of the Yellow Pages, but they soon ran into problems that caused a lot of delays.  Their Realtor, Jan King, referred them to us and we were able to get new hardwood floors installed in time for their move-in date.  Here is what Barry & Diana had to say about my service: 

“My husband and I were referred to Jimbo’s by our Realtor after we experienced on going “nightmares” with the flooring store we originally had. We were told that if we wanted someone that was “phenomenal” and that would “hold our hand” and see us through until the very end and she knew the perfect person to do that for us.  Roberto Gonzales of Jimbo’s Floors was that perfect person!  He turned the nightmare we were having into an enjoyable process in purchasing flooring for our new home. He informed us of things we were completely unaware of and completely demonstrated the true meaning of customer service.  He treated us like family and continues to do so even after our new hard wood floors were installed. They look AWESOME!   We will be referring everyone we know to Roberto and Jimbo’s Floors!” 



-Barry & Diana, Retired, Yuba City


At Your Service,


Jim Armstrong


Jimbo’s Floors/530-123-4567



P.S.Who is the next person you know who is thinking of buying a new home and would like beautiful new floos AND a painless installation process?  Can I count on you to pass this flyer along to them?  You will be doing them a tremendous favor by referring them to a company they can trust! 





Dear Friend,




Just a quick note to let you know that I can help you or anyone you refer who needs new flooring.



Bill & Janet were going to host their first family Thanksgiving dinner for the first time in five years.  Janet’s parents were flying in from the East Coast, and she wanted to make it really special for them.  About a month before Thanksgiving, Janet visited my store.  She really wanted hard wood but was absolutely convinced that they wouldn’t have enough time to get them installed, and was about to opt for carpet.  We assured her that we could get the floors done on time for Thanksgiving and her parent’s visit.  Here is what Janet had to say about our service: 

“Jim, I just received the surprise package you mailed and want to thank you for it.  It will be used, believe me!  If I don't use it myself, I have three kids who will enjoy the candy and popcorn!  The movie will definitely be mine--although I may share it with them (their TV, you know!) Also, a big thank you to both you and Sheryl for getting my floors done in time for Thanksgiving.  I really doubted it could be done.  But you both proved me wrong and I appreciate it! I'll be happy to recommend you to anyone who may need your help in the future. Thanks again!


“P.S. Everyone raved about the new hard wood!”  


-Janet Narducci, Home Maker, Gridley


At Your Service,


Jim Armstrong


Jimbo’s Floors/530-123-4567



P.S.Who is the next person you know who needs new flooring for a holiday party or family gathering?  Can I count on you to pass this flyer along to them?  You will be doing them a tremendous favor by referring them to a company they can trust! 





Dear Friends, 


Just a quick note to let you know that I can help you or anyone you know with their floor covering challenges.



After years of renting, Jeanne finally had the opportunity to buy her own home.  The house she chose had been a rental and the floors were in really bad shape and needed to be replaced.  Jeanne visited our store, but really had no idea what she wanted.  My sales manager, Roberto, did a Design Audit for Jeanne which walked her through a series of lifestyle and decorating questions that helped narrow the thousands of choices to the best one for her unique situation.   It made the selection process quick and “headache free.”  Here is what Jeanne had to say about our service: 

“I recently found the home of my dreams.  I was feeling a little overwhelmed trying to decide which kind of floor would be best.  Add that to the experience of buying my first home and I was feeling very stressed.  I visted Jimbo’s Floors and met Roberto.  He could tell I was stressed, so he took the time to do a Design Audit that really helped in picking the right floor.  He also kept in touch during the whole installation process as well as Sheryl, the Project Coordinator.  Then to top all of this, I received a nice surprise package from Roberto when he visited after I moved in my new house.  Roberto and Sheryl are both topnotch professionals.  They are detail oriented and handled every step of the buying and installation process as if it was their own.  The carpets make the house look brand new…they’re great!   I believe in having as stress-free an environment as possible and having Roberto and Sheryl at Jimbo’s Floors handle my flooring was a pleasure.  If ever I need flooring, it’s Jimbo’s Floors.  Thanks Roberto and Sheryl.  Sincerely,”



-Jeanne Stiller, Loan Dept. of Bank of America, Yuba City


At Your Service,


Jim Armstrong


Jimbo’s Floors/530-123-4567



P.S.Who is the next person you know who needs new flooring but is feeling a little overwhelmed?  They not be aware of all their options and how we can help them.  Can I count on you to pass this flyer along to them?  You will be doing them a tremendous favor by referring them to a company that can make the process easy for them! 



Dear Friends,

Jim Armstrong, your flooring consultant here!  I wanted to write you a quick note to let you know that I can help you or anyone you refer when you need flooring!


Jonathan and Marie were living in an apartment when little Samuel was born.  They decided it was time to get their own home.  Because of the baby, they did not want to move into a home with old flooring, so after they found a house they liked, they came to Jimbo’s Floors.  My Sales Manager, Roberto, did a Design Audit for them (like we do for all our clients) to help them select just the right flooring for baby Samuel.  We coordinated with the Realtor, and after the purchase was finalized, we had the new floors installed within two days.  Here is what Jonathan and Marie had to say about our service: 

“Dear Roberto,  we’d like to thank you for always being available to answer our many questions about the floor-buying process.  Your availability and your expertise gave us the answers we needed to get flooring for our first home.  Because this was our first time buying a home and new floors, we had many questions.  Whether meeting face-to-face or speaking over the phone, we always felt you gave 100% of yourself to our needs.  Thank you for helping us find what turned out to be beautiful laminate.  The area rug you recommended looks great in the dining room.  You’re the best.”


-Jonathan & Marie Lavenan, Software Sales and Paralegal, Marysville


At Your Service,


Jim Armstrong


Jimbo’s Floors/530-123-4567



P.S.Who do you know who has small children and would like new flooring?  Or is moving into a new home?  Can I count on you to pass this flyer along to them?  You will be doing them a tremendous favor by referring them to a company that can make the process easy for them! 
(*All names used by permission)
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For more information on finding the right dealer, see my free booklet “The Consumer’s Guide To Floor Covering.”  You’ll learn how to avoid predatory dealers, 7 costly misconceptions about flooring, and 6 mistakes to avoid when choosing a dealer.  If you don’t have a copy, give me a call and I’ll be glad to send one to you.  530-123-4567





Home of the No Regrets Guarantee: If you don’t like it, I’ll replace it FREE!





2779 Park Ave., Suite 201/Yuba City, CA 95993


530-123-4567
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Jim Armstrong


Owner of Jimbo’s Floors





How To Choose A


Floor Covering Dealer
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Barry & Diana on their beautiful new hardwood floors!





How Barry & Diana’s


Installation Nightmare


Turned Into A Dream Come True!





Bill & Janet Narducci


On Their New Floors
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Bill & Janet 


Got Their Beautiful New Floors Just In Time For Thanksgiving!  
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Jeanne Stiller, a proud new home owner with new floors to boot!
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Jeanne Wasn’t Sure What Kind Of Flooring To Choose…But Now She’s Living On The Floors (and in the home) Of Her Dreams! 





Baby Samuel With His Parents


Jonathan & Marie Lavenan
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Baby Samuel Has Beautiful, Clean, New Floors To Go Along With His Beautiful New House!   
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