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The surest way to find your 
dream job is to create it 

 
- Unknown 
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Note (this slide added after video was recorded): 

This lesson could be called Turning a Lead into a Customer. If you’ve 
ever worked in Sales, that terminology is probably familiar!  

 

It’s very easy to find information, tips, and strategies online about 
turning leads into customers, but I didn’t think that would be the 
best way for me to add value in this lesson. 

 

Therefore, when I created this lesson, I decided it would be more 
useful to dive into specific examples from my own business rather 
than repeat general information that you can easily google.  

 

So that’s what I did in the video (except I forgot to mention it). If 
you’d like more information on this topic, there is a LOT you can 
read online  - search for converting leads to customers. 
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Let’s review:  
Steps to online Customer Acquisition 

1. Customer does internet search about your destination  

2. Customer sees results from search 

3. Customer clicks on your website 

4. Customer reads useful information  

5. Customer realizes that you can plan their trip 

6. Customer researches you. [Reads your About page, your 
travel philosophy, reads about your services, your pricing, 
reads a sample itinerary, and reads reviews. Does a google 
search of your company and of your name.] 

7. Customer contacts you  
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Next Steps 

You need the customer to: 

 

1. Pick the planning service 

 

2. Sign the agreement 

 

3. Send a deposit 
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Goal: customer signs 
agreement 
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Customer 
agreement 



“This is a letter of 
engagement” 

Service level, fees, payment, 
and cancellation must be clear 

This is the most important part! 

Don’t do any work until 
this is signed. 

Customer 
agreement 



The customer agreement 
Page 2: describe what service includes 

Include the type of service 

List everything it includes 

See included contract template for you to customize. 
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Getting the customer 
from request to signed 

agreement 
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Three-ish types of customer requests 

1. I’m a serious customer and I’m ready to go! 
 

2. I’m not a serious customer but I have a lot 
of questions for you 
 

3. I think I’m a serious customer and I have a 
few questions before I’m ready to go 

a) After I get my answers, I’m no longer a serious 
customer 

b) After I get my answers, I’m ready to go! 
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Remember, you want the RIGHT customer 

When you receive the request, figure out what do they know about 
you and your company and what do they need? 

 
 Have they looked at your website? 

 
 Have they looked at the different service levels?  

 
 Do they understand that you charge fees? 

 
 Are they independent travelers? 

 
 Are they traveling in a small group? 

 
 Are they looking for a private and custom vacation? 

 
 Will you have enough time to plan their trip? 
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Closing a customer: initial steps 

How to close a customer 

Have you read my 
transparent website? 

NO 

Here are links to our 
services, our sample 

itineraries, our 
testimonials, our travel 

philosophy (etc) Y
E

S
 

Do you know which 
service you need? 

NO 

Y
E

S
 

Let’s schedule a phone 
call to kick things off 

I have questions or 
objections 

(see objections) 



Closing a customer: communication tips 

1. Start and end with enthusiasm! “THANK YOU so much for 
contacting us, we would LOVE TO HELP YOU” 

2. Steer them to the service type: “Have you decided WHICH 
SERVICE best meets your needs?” 

3. Schedule a phone call to close. “Would you LIKE TO CHAT about 
your trip?” 

4. Tell client next steps, which are that: 

– You’ll send an agreement for them to sign 

– There will be an invoice for a deposit 

– You’ll send questions for them to answer so that you can make the 
best recommendations 

 

NOTE that I recommend limiting phone calls before the customer has 
hired you. They should be to determine which service the customer 
needs.  After they have hired you, they can talk as long as they want 
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Three-ish types of customer requests 

1. I’m a serious customer and I’m ready to go! 
 

2. I’m not a serious customer but I have a lot 
of questions for you 
 

3. I think I’m a serious customer and I have a 
few questions before I’m ready to go 

a) After I get my answers, I’m no longer a serious 
customer 

b) After I get my answers, I’m ready to go! 
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Example:  

Good fit customer 

Ready to go 
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Good fit customer 
Ready to go 

Have reviewed the 
services 

They give lots of detail about 
what they are looking for. They 

include email AND phone  
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Good fit customer 
Step 2: Schedule a phone call 
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Good fit customer 
Step 3: Send agreement 

Start and end with 
enthusiasm! 

Tell them what they need to 
do and what next steps are. 
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Three-ish types of customer requests 

1. I’m a serious customer and I’m ready to go! 
 

2. I’m not a serious customer but I have a lot 
of questions for you 
 

3. I think I’m a serious customer and I have a 
few questions before I’m ready to go 

a) After I get my answers, I’m no longer a serious 
customer 

b) After I get my answers, I’m ready to go! 
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Example: 

Not a good fit customer 
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Signs of a not-a-good-fit customer 

References bus routes, 
asks questions 

Solo traveler 
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My Initial Response 

 

1. THANK YOU for 
contacting us 

2. We would love to help 
you 

3. Have you looked at our 
services? 

 

In this case, I was trying to be 
helpful with a link to info but 
I am not going to spend time 
on his request 
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Focus on client choosing a service 
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Example: 

Good fit (?) customer 

With questions or 
objections 
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Good fit (?) customer 
With questions 

Has reviewed the 
services 

Detailed, which is good. 
Wants “some days to ourselves” 
Refers to “not deluxe travelers” 

Ends with a red flag 
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Good fit (?) customer, with questions 
Step 1: answer her questions 

Thank you 

Make sure it’s the right customer 

We’d love to help! 
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Example: 

Good fit customer 

With questions or 
objections 
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Good fit customer 
With questions 

Flexible budget is a good sign 
Upper end accommodations is a 

good sign 
Hiking, wine, food, towns are a good 

fit 
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Good fit customer with questions 
Step 2: Phone call to discuss service 

1. Start and end with 
enthusiasm. 

 

2. Decide on the 
service type. 

 

3. Set up a phone call. 
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Good fit customer 
with questions 
 
Step 3: Address 
questions 

Focus on the service 

She read more about the 
services 
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Emphasize that “it depends” 
based on client preferences 

Talk about the process 

Address client concerns about 
the approach 

Step 3, cont: customer questions 
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She now trusts me 

Steer her towards the best fit 

Tell client the next steps 

Step 3, cont: customer questions 
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She has one final question 

Breaking down the budget 
Emphasize it is personal 
Emphasize it is flexible 

Step 3, cont: customer questions 
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Step 4: Client decides service  

Client decides on service 
Comments that she liked a 

sample itinerary 

I confirm she is moving forward 
Next steps: agreement and 

questions 
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I’d like to hire 
you! 



After the customer says YES 

1. Send them the agreement and invoice 

2. Ask them to sign the agreement, return it 
to you, and send you the payment of the 
deposit. I usually make the deposit $1,000 
or 50%, whichever is less.  

3. Send the customer your initial questions 
to kick things off 

4. AFTER you have received the deposit and 
the signed agreement, send your 
thoughts to the customer 
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Initial Customer Questions 

1. How did this destination win the jackpot? What made 
you say “I want to go there and do that”. Make sure 
you include anywhere you specifically want to visit or 
sights you definitely want to include. 

2. Please describe an ideal day as you imagine it on this 
trip. 

3. Describe your previous travel experience. Have you 
been to a foreign country before / experienced jet-lag 
etc? 

4. Accommodations. Do you prefer large hotels, small 
hotels, B&Bs, apartments, farmhouses or other? Do 
you like amenities such as an on-site restaurant or bar 
or gym or pool. Do you like room amenities such as a 
view or a balcony or a suite. If you have a budget or an 
average budget, please let us know what that is. 
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Initial Customer Questions, cont. 

5. Transportation. Please let us know whether you are 
okay to rent a car if needed, or whether you need 
advice here; and whether you are happy to take the 
train, or would prefer private drivers or taxis. 

6. Food. Please let us know about any food allergies or 
preferences such as vegetarian or gluten-free. 

7. Special interests. Please let us know about special 
interests of any travelers, such as a deep interest in 
Renaissance art or cooking 

8. Please send names of all travelers, ages of children, 
and the best cell phone number where you can be 
reached while traveling  
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Tips: How to Cover Your Ass and 
Make Yourself Look Good 

Accept the right type of customer 

Don’t work with the wrong customer. Do not 
set yourself up to fail. 

Under-promise and over-deliver: better to tell 
the customer you “may” be able to do that for 
them, then hit it out of the park. 

Don’t move forward until the customer signs 
the agreement with the limited liability clause 

Do not make any non-refundable payments 
without written authorization from the 
customer 
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