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Building a brand isn't just for famous names, said Yvette Craddock of Click Marketing
Solutions in Tempe. Brands identify a business, ensure consistency and create emotional = TOP JOBS
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Craddock listed the five elements of a brand:

* Position, or why your company is different from the rest.
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* Promise, or what you deliver to customers.
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» Personality, or the traits people associate with your business. ACCOUNTS PAYABLE
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» Associations, ar the meaning behind your logo, tagline and company colors. ABGiE T Jodis
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Customer service

As customers become more demanding, and as small businesses have to compete with big-
box stores, improving customer service is one way to win repeat business and referrals, said
Vickie Bouffard of Quantum Performance Training in Phoenix,

Amaong her simple tips:

« Use your voice-mail message to let callers know when to expect a return call. It reduces
their anxiety, and when you do call back, your credibility skyrockets.

» Listen actively. Make eye contact instead of multitasking with your BlackBerry ar cellphone.

« Surprise your customers and exceed their expectations. Bouffard spreads the word about
the car dealer who not only serviced her muddy vehicle but unexpectedly cleaned it, saving
her a trip to the car wash,

« Show appreciation. Handwritten notes cost much less than gifts and go a long way when
saying thank you for the business.

Web sites

Mary Krause of Designers Cafe, a custom-Web-site design firm in Scottsdale, has heard the
horror stories of Web sites gone awry. Avoid that, Krause said, with a contract that includes:

* The scope of the work, such as whether the site is 10 be informational or transactional.

» The timetable, with benchmarks to meet and a payment schedule.

+ A statement of ownership. Clients should own their domain names and get copies of the site
and its artwork.
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