
Building 
Customer Trust 
After COVID



Broadcasting From Colorado



Wingsuiting Goal Reached! 



Member 
Spotlight

“I’ve been taking 
Jim’s encouragement 
and challenges 
seriously.” 
~Paul Wilke



I recently joined Flooring Success Systems and 
have been taking Jim’s encouragement and 
challenges seriously. I work exclusively with 
hardwood, Jim challenged me to increase my 
margins so I did!  I raised my margins on 
everything by 30% & I just closed a 1,200 sf job 
for $58,000!!  Thanks, Jim!



Your Two Most 
Valuable Business 
Assets

•Client list
•Trust



Building 
Trust During 
Each Phase 
of The Client 
Relationship

Before

During 

After



Online Reviews



Repurpose 
Reviews

Stream to your website

Flyers 

Social Media

Neighborhood Advisor newsletter & e-letter

Testimonial brag wall

Testimonial portfolio

Print material

Ads



Website Case Study: 
Matt Capell
Capell Flooring 
& Interiors



Referral Partnerships

•Realtors
•Designers
•Remodelers
•Carpet Cleaners



How Are 
Client’s 
Greeted When 
They Call?



Does Your 
Storefront 

Inspire Trust?



Phase 2
During The 

Sale



Does Your Showroom Inspire 
Trust?



Does Your Sales 
Process Inspire 
Trust?



1. Greeted totally differently when they first walked in
2. You built value in the Design Audit
3. Beverage menu
4. Sat down and asked questions and wrote down the answers
5. Zero-Regrets Guarantee
6. Lifetime Installation Warranty
7. Installer Professionalism Guarantee
8. In-Home Visit
9. Confirmation call the day before
10. Confirmation call 5 minutes before you arrive
11. Dressed professionally
12. Briefcase
13. Shoe covers
14. “I want to be your flooring consultant for life…”
15. Measured and inspected all of her floors
16. Testimonial portfolio
17. Inspected her vacuum
18. Inspected her walk-off mats
19. Inspected her spotters
20. Free bottle of spotter with free lifetime refills
21. Written prescription 

1. Greeted walk ins the same old way: “How may I help you?”
2. Asked them the same old questions
3. Did the same old estimate
4. Gave them the same old quote (Only “differentiator” is cheap price)



Does The Quality Of Your Installations Inspire Trust?



Phase 3 
After The 

Installation



Thank You 
Card



Post-Installation 
Walk-Through







Before & After
Client 
Appreciation 
Events




