
As a consulting and manage-
ment training company much of 
what we do is based on the 
Hubbard Management System. 
Developed by L. Ron Hubbard, 
a world acclaimed author and 
administrator, the system pro-
vides a series of management 
tools intended to make any or-
ganization successful.  
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You finally have an appoint-
ment scheduled with that big 
account you have been trying to 
land for the past three years. 
You are going through all of the 
preparation making sure you 
have everything you will need 
to make that great first impres-
sion. 
 
You have copies of your new 
company brochure, information 
on the manufacturer and the 
products, sales brochures, a list 
of current customers and refer-
ence letters from a couple of the 
more notable accounts. Of 
course, you realize as you are 
putting this together that the 
reference letters are from 2002. 
 
The collection and use of refer-
ence letters is among the most 
overlooked tools in many deal-
erships. I often ask dealers if 
they can name 10 uses for these 
letters.  

If you have trouble coming up 
with 10 than read on. 
 
At one time or another, most 
dealers have had a program in 
place that encouraged and pos-
sibly rewarded sales reps for 
getting customers to provide 
them with these testimonial 
reference letters. Having done 
this a number of times I am 
writing this article with two 
distinct purposes in mind.  
 
The first is to outline the top 10 
uses for reference letters and 
the second is to provide some 
simple ideas you can implement 
yourself. 
 
Before discussing reference 
letters any further it is impor-
tant to outline the sequence of 
actions that must be followed to 
really ensure success in acquir-
ing new customers. The first 
step in the process is public 
relations (PR).  

Can You List 10 Ways to Use Them? 
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sports franchises, etc., a refer-
ence letter can be used to cre-
ate a joint press release. 
 
For this example let’s say 
your dealership name is Ser-
vice First Inc. and you supply 
copiers for the University of 
Podunk. You could write a 
press release titled: "The Uni-
versity of Podunk has selected 
Service First Inc. as its copier/
printer supplier." The press 
release would then include an 
excerpt from the reference 
letter like, "The outstanding 
service response and team of 
sales and service profession-
als at Service First have truly 
been an asset to the univer-
sity." The press release would 
go on to outline the problems 
that you solved for the univer-
sity. The purpose of this is to 
show other prospects what 
your capabilities are and to 
position yourself with a well-
known and well-respected 
organization. You should first 
get permission from the cus-
tomer, but this is usually not 
difficult. 
 
Another very successful PR 
action is the use of open 
houses at your dealership. If 
you are going to have an open 
house or an in-house demo 
you should have recent refer-
ence letters framed and posted 
in the demo room. Framing 
can be as simple as 8 x 11-
inch Lucite holders. A com-
pany newsletter that is sent to 
customers and/or prospects is 
another excellent form of PR. 
These newsletters can and 
should include reference let-
ters or excerpts from them. 
There are other PR actions 
that can involve reference 
letters but these should get 
you started. 

The second step in our se-
quence is promotion. Promo-
tion includes advertising, di-
rect mail campaigns, com-
pany website, etc. The best 
way to start is to post refer-
ence letters on your  website. 
You can scan the letters into a 
digital format and post them 
as a PDF file that can be 
opened and printed should the 
site visitor wish. Again, make 
sure to get approval from the 
customer prior to posting his 
or her letter. When it comes to 
advertising and direct mail 
campaigns you can take ex-
cerpts from reference letters 
and build ads or mail pieces 
around them. 
 
When writing a reference 
letter people will usually in-
clude the things that you 
helped them with most. The 
good news is that other com-
panies will be suffering from 
the same issues. 
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In the Hubbard Management 
System public relations is 
defined as “a technique of 
creating states of mind in dif-
ferent types of audiences or 
publics.” You are looking to 
create a positive state of mind 
with your prospects and cus-
tomers relative to your dealer-
ship and your capabilities. 
 
From public relations you 
move into promotion. In the 
Hubbard Management System 
promotion means “to make 
something known and thought 
well of — promotion consists 
of getting names and ad-
dresses and contacting them 
and offering services to get 
them in.” 
 
With these two areas properly 
handled, the job of the sales 
team becomes much easier. 
Sales is the area that meets 
with prospects to analyze 
their needs and gets prospects 
to actually purchase the prod-
ucts and services that you are 
offering. Too many dealers 
feel that a strong sales team 
replaces the need for public 
relations and promotion. This 
could not be further from the 
truth. If you look at the most 
successful dealers in the 
country you will see that they 
do not rely solely on their 
sales force for these activities 
and, in fact, have successful 
PR and promotion plans in 
place. 
 
Now that we have covered 
this all-important sequence of 
actions let’s get back to refer-
ence letters. One of the most 
basic PR actions is the use of 
press releases. If you do busi-
ness with any widely recog-
nized customers like large 
corporations, colleges, local 
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Sales reps should also include 
reference letters in their pitch 
books. You know, that book 
that usually has a bunch of 
loose price sheets, copies of 
old sales promotions and 
some outdated brochures. A 
well-organized, up-to-date 
pitch book would include 
reference letters from your 
most notable customers. This 
gives instant credibility in the 
eyes of the prospect who does 
not know you from Adam. 
Reference letters should also 
be included in proposals. 
When you present a solution 
to a prospect, reference letters 
from others that had the same 
or similar needs will help 
close the sale. It allows the 
sales rep to provide an unbi-
ased viewpoint of how this 
solution will solve the pros-
pect’s problems. 
 
The last area that I will cover 
is related to your employees. 
Incentive and reward pro-
grams can and should include 
reference letters. Programs 
can be created to reward em-
ployees for soliciting refer-
ence letters or being named in 
them for the outstanding ser-
vice they provided to a cus-
tomer. You can also use refer-
ence letters during the inter-
view process. Copies can be 
given to applicants to show 
them your company’s com-
mitment to both employees 
and customers and to build 
your image in their eyes. 
 
Those of you who were 
counting know that I covered 
ten different uses for refer-
ence letters. I can assure you 
that there are many more. If 
you are not using this valu-
able resource it is not too late 
to put a program together. 

Keep in mind that to ensure 
the necessary supply of letters 
you will have to ask for them. 
You will be surprised how 
many people are willing to 
give you a great letter if you 
only ask and, conversely, how 
few you get if you just sit 
back and wait for them to 
come in. 
 
So, get the ball rolling and let 
me know how you do. 
 
 

For example, if you get a ref-
erence letter that says, 
"Service First really listened 
to our needs and provided us 
with the most reliable equip-
ment we’ve ever had," you 
could create an ad or flyer 
that asks the question, "Are 
you looking for reliable 
equipment from a dealership 
that really listens?" Then in-
clude the quote from your 
letter in the promotion piece 
you are creating. Including 
the name of the company that 
provided the reference will 
add credibility to the ad. In-
cluding quotes with initials 
only will show that it comes 
from someone other than you 
and allows the source to re-
main anonymous. Like PR, 
promotion offers many other 
opportunities to put your ref-
erence letters to use. Do not 
be afraid to experiment. 
 
The third step in our sequence 
is sales. It is the job of the 
sales team to find prospects 
and/or meet with prospects 
who have responded to pro-
motion, successfully move 
them through the sales cycle 
and get them signed on as 
customers. Reference letters 
can be a very valuable tool in 
this task. They can be sent out 
as personalized mailers to 
prospects. 
 
For example, if you have a 
letter from a well-known ac-
counting firm you can send 
copies of it with a personal-
ized letter to other accounting 
firms. This can be a tremen-
dous help when calling to 
schedule appointments. Many 
people will take the time to 
meet with you when they see 
that you have helped their 
biggest competitors. 
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Reference letters 
from others that had 
the same or similar 
needs will help close 
the sale.  
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