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How Do You Rise Above the Economic Crisis?   

It isn't just a credit crisis; it is a credibility crisis that 
affects your company. 

The rise and fall of the stock market used to be a side note 
in the evening news. Now it is the primary focus. Odds are 
that most of your customers are not relying on Wall Street 
for their income. Even so, every day they hear how we are 
in a recession, the job market is declining, and our 
economic world is ending. 
  
Much has been said about the credit crisis and how it 
affects businesses and consumers. Unfortunately, the 
credit crunch is only part of the problem. The bigger issue 
is the lack of credibility in Corporate America. People 
simply do not trust businesses any more. 
  
And, with good cause! It wasn't that long ago that 
WorldCom, Enron, Tyco, and Arthur Anderson's antics 
dominated the news. Tales of gold bathrooms, extravagant 
parties, and individual greed gone wild resounded through 
the media. While everyone watched, only a few were 
actually affected by the downfall of these companies. New 
accounting standards were put in place to prevent future 
abuses and the world moved on. 
  
This time is different.  
  
Everyone who pays taxes, has a bank account, or 
participates in our free enterprise system is touched by the 
credit crisis. People are paying attention. They are asking 
questions. All answers are met with suspicion because the 
broken promises and callous disregard for individual 
customers are remembered. 
  
Prior to the financial sector's domino performance, there 
were plenty of warning signs. Customers' dissatisfaction 
was at an all time high with double-digit churn rates. Think 
about that for a minute. Think about the challenges 
involved with changing your bank. It requires new 



accounts, checks, rerouting direct deposits, and changing 
automated payments. It is a task that requires a lot of 
motivation. People were motivated by poor service, 
arrogance, and lack of common courtesy. 
  
As I watch the drama unfold, I remember my own 
experience with a financial institution. There was a 
miscellaneous charge on my statement. When I challenged 
it, the representative couldn't explain why it was there. So, 
I asked for a supervisor, who told me that it was part of a 
new policy. I stated that I hadn't received a notification 
and asked for it to be removed. He refused, saying, 
"Unfortunately for you, it is our company and we make the 
rules!" I wonder what rules he is making now. Perhaps he 
is policing the unemployment line? 
  
The same attitude is present in the retail 
marketplace today.  
  
Customers are seen as nuisances, instead of blessings. 
Even if your business doesn't participate in the "customer 
no service" game plan, you are guilty by association. Every 
prospect expects the same behavior from you as seen from 
other companies. 
  
The credibility issue goes even deeper. Your promise of a 
100% satisfaction guarantee, quality products, and 
exceptional service is suspect. Lying to customers has 
been accepted as standard operating procedure for so 
many companies, all companies are distrusted. 
  
Consumers are unsure of their future. This translates into 
hesitancy to buy anything besides necessities. You can 
help alleviate their fears and establish your business as a 
trustworthy enterprise by: 

• Acknowledging their fears without stoking them. 
Constant reminders of the poor decisions of others, 
keep the fear fires burning. Most local banks are 
advertising that they have reviewed their books and 
are not going to fail. This makes one think that it 
was a possibility. One bank's management is taking 
a different approach. Their advertising focuses on 
service. It includes a side note that explains how 
they follow traditional banking practices by only 
loaning money that they have on deposit. In one 
step, they tell the customers what is in it for them 
and all is well.  

• Reassure customers that your company is solid and 
trustworthy. Include your corporate and personal 
history in your promotions. Customers want to 



connect with someone, not something. Let them get 
to know you.  

• Focus on the value of your products. If you haven't 
raised prices, remind your customers that the 
prices are the same as before the fuel crisis. If you 
raised prices because of the fuel crisis, lower them 
as the price drops. If you have a guarantee, 
promote it with examples of when and how the 
guarantee works.  

• Tell customers and prospects about your mission 
and purpose. Use examples instead of your 
corporate mission statement. If you support 
community programs, encourage your team 
members to actively participate and post the photos 
online. It is one thing to say it, another to show it.  

• Your customers' purchases help your business 
provide jobs and stimulate the economy. Let them 
know how much you appreciate their support. A 
sincere thank you goes a long way towards good 
will.  

This economic crisis will pass. Don't let it take your 
company down before it does. 

If you want to discuss how this applies to your business, 
please email me at dellis@wilsonellisconsulting.com 

  
Multichannel Magic Blog   

Join in, Improve business, Have fun 

  
Do you want more information and helpful tips without 
waiting on the next Multichannel Magic eTips?  
  
Visit our new Multichannel Magic blog. We cover 
everything from marketing to fulfillment and beyond.  
  
The information is good, but it will be even better if you 
join in!  
  
Click here to check out the Multichannel Magic Blog 

  
Multichannel Analytics Intensive Workshop   

New Sessions Start November 4th & January 6th! 



  
Finish your year out strong or start the new 
year out right! Either way, 2009 will be your 
best year ever. Sign up now for one of the 
next sessions so you will have the 
information you need to manage your 
business during the challenging times 
ahead. 
  
Do you ever get the feeling that maybe you are missing or 
forgetting something? It starts nagging at you and 
continues until it interferes with your every thought. If you 
don't have a comprehensive analytics program that you 
have audited yourself, you should always have that 
nagging feeling.  
 
You see, there is a fly in the analytic ointment. The 
systems that capture the data used to present dashboards 
and reports are as perfect as the people who designed and 
use them. In other words, they are flawed.  
 
The key to successful information management is knowing 
how to insure data integrity and use your analytics to 
profitably grow your business.  
 
We can help you navigate through the sea of data to find 
the best analytics. They include actionable information to 
improve sales, service, and profitability. If the metrics you 
review everyday are not used (or usable), then it is a 
waste of time to generate and distribute them. They have 
no benefit for your organization.  
 
Sign up for our Multichannel Analytics Intensive 
Workshop so you can transform information into growth 
and profitability. It is a true workshop, not a presentation 
of information.  
 
When you have completed it, you will have an analytical 
program you can trust. We teach you how to set it up, 
evaluate the results, and use the information. It includes 
both marketing and operational metrics and tools. 
 
Read more about the workshop... 

  
Share this information...   

 Multichannel Magic is for everyone!  
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and then insert it again.



Do you have a friend or colleague who would enjoy 
reading Multichannel Magic eTips? If so, please forward 
this email to them so they can subscribe.  

If you are reading someone else's copy, click on 
the link below to get your own!  

Subscribe Now 
Receive free copy of  

10 Signs Your Company is Sinking 
 

 

  
  

  
If you have questions or comments, please email me at dellis 
@wilsonellisconsulting.com or call 828-626- 3756.  

P.S. Do you like this article? Please feel free to share it. You may send it to your own 
list, post it on your site, or post it on your blog. It must be unaltered and printed in 
its entirety, including links.  

And this must be included at the end of the article:  
©2004-2008 Wilson & Ellis Consulting All Rights Reserved. Visit 
www.wilsonellisconsulting.com for more multichannel management articles.  

Have a great weekend!  

Debra  
 
Debra Ellis  
Wilson & Ellis Consulting  
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Phone: 828-626-3756  
Fax: 828-626-3753  
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