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CUSTOMER COMPLAINTS CAN STRENGTHEN YOUR BUS

Consider the myriad of reasons clients have for calling
your business. They may want information about the
status of their case, want to give you information you’ve
requested, have a complaint, or have questions regarding
payment or billing questions. Each of these scenarios
offers a chance for you to build a relationship with the
customer, but the most profitable of these calls may
surprise you. Of all the calls an office handles, the most
challenging, and potentially the most rewarding, is the
client with a complaint.

Whether the object of complaint is truly your fault or not,
remember that people who call to complain care enough
to reach out to you with their concerns. Studies show that
only four percent of customers will contact the company if
they are having a serious problem — the other 96 percent
eventually just stop doing business — and on average tell
nine or ten other people about their negative experience.
This is a crucial moment in the reputation and retention of
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your business. The good news is that, when handled properly,
disgruntled clients actually tell an average of six or seven
people about their positive experience with the company.
That means they’re marketing for you. All because they felt
that the company was able to listen and resolve a problem.

Further research shows that a resolved problem actually
creates a more profitable customer relationship than that
of a non-complaining customer. Cook & Dow (1997) found
that a respectable 89 percent of people who interacted with
a company and had no issues would do business with them
in the future. That number jumped to 94 percent for people
who had an issue satisfactorily resolved. This reveals that a
mended relationship creates a more loyal client.

So keep these benefits in mind next time you receive a
complaint. Rather than dreading the angry call, train your
staff to view them as opportunities to defuse and neutralize
negatives and build stronger relationships with customers.
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One of my greatest passions in life is drag racing
my ‘68 Olds 4-4-2. But | don’t get to do it nearly
as often as | would like. After a months-long hiatus,
my racing skills tend to get a little rusty. During
the first run of the night, | might not shift when I'm
supposed to, or | might be a little late off the line.
It’s discouraging, but | simply remind myself that
practice makes perfect, and then line up to try again.
The second run is better than the first. | learn from
my mistakes and my time improves. By the fifth or
sixth run of the night, I'm back on top of my game.

The moral of the story? If you want to be great at
something, you have to do it over and over again.
Sure, you’ll make mistakes at first, but you’ll learn
from them, and eventually you’ll win.

The same goes for tax resolution. A lot of my

clients who are just starting out in the world of

tax resolution tend to be ruled by fear — they’re
terrified of making a mistake. I'll admit, when | first
started out, | was terrified too. There were little to no
resources in the tax resolution niche and, honestly, |
had no idea what | was doing. Someone once asked
me what | did for a living. My response was, “l solve
IRS problems ...”
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MAKE MISTAKES AND WIN

As you can probably imagine, it was discouraging. |
often wondered if | was doing the right thing. But |
powered through and reminded myself that practice
makes perfect. | took on as many cases as | possibly
could and, before long, | was feeling more confident
in working them. | learned from my (many, many)
mistakes and eventually stopped making them.

If you’re new to the tax resolution niche, | encourage
you to do the same. Take on as many cases as
possible and refuse to let the fear of messing up
dictate your career. The only way to get real-life
experience is to represent as many clients as you
can on a consistent basis. Yes, you’re going to make
mistakes. And yes, you might not always get the
results you want on some of your cases along the
way, but you’ll be better for it in the end.

As a member of the Inner Circle Group Coaching
program, | would also encourage you to take
advantage of the multitude of resources available
to you like our 90-minute Q-and-A calls. It’s always
beneficial to learn from seasoned practitioners

— and even if you don’t have a question, you can
always listen in. | didn’t have these resources
available to me when | was first starting out. As
such, it took me a little longer to hit the ground
running (you might say | was late off the line), but
now, after more than 16 years in the business, I’'m at
the top of my game.

If you want to be a great drag racer, you have to
race as often as you can. If you want to do great
things in the tax resolution niche, you have to take
on as many tax resolution cases as
possible. It’s as simple as that. For
expert advice, invaluable resources,
and first-hand accounts, call our
office at 888-670-0303.
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Summer is on the horizon, and earlier this month, as /|
started to make vacation plans for Michael and myself,
| thought of you — our members. Have you planned your
summer vacation yet? What? You say you don't have
time to go away because you're so busy? You don't have
the money? It's not just me saying you need a vacation,
it’s a proven medical fact, and frankly, your brain needs
a break. So instead of me telling you boring medical
facts on why you need time off, 'm going to share a
few tips on how to make that vacation happen.
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FOOD FOR

TIP #1: Schedule your time off just like you would book an
appointment with a client. Open your calendar and mark
down the days you’ll be out of the office. The only way you are
going to find the time is to plan for it. Some of you might be
good at scheduling some R&R for yourselves, but | know more
people who aren’t. Michael is one of those, but he has me, so |
calendar his time off for him.

TIP #2: Money an issue? Set a budget of what you want to
spend. Your vacation doesn’t have to be expensive. When our
daughters were younger and money was tight, | always found
great deals. We used to go to Palm Springs in the summer —
not a vacation for everyone — but not only were the rooms
half-off in the fancy resorts, but the kids got to eat for free.
Nowadays there are so many travel sites with great deals. Our
daughter, who is in grad school and is on a very tight budget,
books her trips through airbnb.com. Airbnb is a website with
very affordable vacation options.

TIP #3: Set money aside for your trip. | always “earmark”
some money in our budget for vacations. | have a system for

Tracking the source of your inquiries from
potential new clients is important on many
levels. Michael Rozbruch says that without
this information, you’ll never really know what
is or isn’t working regarding your marketing
budget. It’s also important to know what each
“lead” costs you. Member Michael Samuel,
attorney and partner at Samuel & Stein in
New York shared with us a service he uses
called CallRail that tracks where he gets his
leads from. “For each different ad that | run,

| use a different number assigned to me by
CallRail. When a prospect calls, I'm able to tell
which ad he called from.” If you are interested
in learning more about this service go to their
website at: www.callrail.com

THOUGHT

doing that — too long to describe in this column — but you
could do something as simple as open a separate checking
account to deposit money in for your vacation. You'll be
surprised at how quickly a little bit set aside regularly adds
up. One friend of mine had a yard sale and used that money
toward her trip to Europe.

TIP #4: Once your budget is finalized, decide what you are
going to do on your vacation. Don’t wing it. If you wait until the
last minute, your hotel, flight, or even campsite might already
be booked. Many times you can get better prices for what you
want to do by booking ahead of time. Besides, once you make
plans, you will have something to look forward to.

In any case, I’'m so excited about your upcoming vacation that
I will be sending a little something to all of our members in
the next couple of weeks to take on the trip! Keep your eyes
open for your gift in the mail! And as Roy Rogers used to say,
“Happy trails to you!”
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MEMBER BENEFIT
ANNOUNCING

“Tax Resolution Times”
A DONE-FOR-YOU NEWSLETTER!

As part of our Monthly Membership,
we have added a new FREE BENEFIT!

Starting this month, and on the Ist of every month,
we will send our members a link to their very own
4-page, done-for-you “Tax Resolution Times”
Newsletter that can be personalized and mailed to
all of your leads, clients, and referral sources!

The “TAX RESOLUTION TIMES” Newsletter is
available for Non-Members at $149 per month.

For more information email Sue,
Product Development Coordinator, at
Sue@RozStrategies.com or call 818-973-2733.
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When you hear about celebrities falling into legal
trouble, it can be difficult to feel bad for them. They
have access to high-priced attorneys and can often
wiggle their way out of whatever mess they find
themselves in. So, when a celebrity fails to escape
legal woes, it’s all the more interesting. This is what
happened to rapper Lil’ Kim, whose real name is
Kimberly Denise Jones.

In short, Lil' Kim doesn’t pay taxes. Since 2010,
and through 2013, she has accumulated a tax bill
totaling nearly $127,000. Of course, that’s over a

four year period. In September 2014, the Internal
Revenue Service filed a lien against Lil’ Kim, and tax
documents dated between 2002 and 2009 revealed
she had amassed over $1 million in back due taxes. It
doesn’t end there for the rapper. She also owed back
state taxes in California, New Jersey, and New York.

On top of owing a significant amount of money to
the IRS and three states, in early 2014 she was also
sued by her former attorneys. The firm, Dewey &

LeBoeuf, sought unpaid legal fees going back five
years and totaling over $186,000. A judge ruled in
the firm’s favor and ordered LilI’ Kim pay up, with

interest.

In the late 1990s and early 2000s, LilI' Kim was
considered a tour de force of the rap world. Why
she decided to not pay her taxes isn’t clear. The first
year she neglected to file, she owed a few thousand
dollars, which was nothing compared to what she
was raking in as a high-profile rapper. Since 2002,
she has owed taxes every single year through 2013.

Lil’ Kim likes living a large and lavish lifestyle, and
apparently figured the U.S. tax laws somehow didn’t
apply to her. To add a minor twist of irony to these
events, before she pursued a career in the music
industry, her previous employer was H&R Block.
Even after appearing in court due to tax issues and
pledging to turn herself around, she clearly hasn’t
done so.
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