I N YO U R STO R E / C O LUMNS

ON SALES

THE DAY I JUDGED
THE CAT LADY
ONE-MINUTE MENTOR

ENJOY THE GOOD,
WEATHER THE BAD
5 Don’t be afraid to enjoy the good times.
Take and share credit where due, while at
the same time, don’t beat yourself up, or
worse, blame others for the tough times.
Over the course of a career, it will all balance out. — jon walp, long jewelers, virginia
beach , va

BRAINSTORM

JEWELS ON WHEELS
If you’re in an area with an aging local population,
consider adding house calls to your service list.
George Wildman, owner of Federico’s Design
Jewelers in downtown Traverse City, MI, where 17
percent of the population is over 65, will pick up
repair jobs from clients’ homes, deliver jewelry, and
do on-site appraisals for insurance and or estate.
“Customers love this service, especially our elderly
clients,” says co-owner Laurie Wildman.
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When you sell out of your own
pocket, you cheat both yourself and
the client. / BY SHANE DECKER

selling out of your own
pocketbook means selling what
you can afford. But never
assume that’s all the client can afford. If you do,
you’re not just doing
yourself and your store a
disservice — you’re doing
your client a disservice.
Let me tell you a story
about me. About 40 years ago when
I was new in the industry, there
was a lady that I thought was poor.
I was new to the community and I
thought people were mean to her —
they all called her “The Cat Lady.”
She pushed an empty cart by the
store every morning, then in the
evening, she would come by with
a cart full of bottles, cans and anything she thought was valuable.
Right before Valentine’s Day, we
had just changed our store windows to feature ruby and diamond
jewelry. That evening, she stopped
and looked in the window. Then
she covered everything up in her
cart, parked it outside and came in.
She was wearing a ratty old coat.
I waited on her with a smile. She let
me know she had always wanted
a ruby and diamond ring, and she
loved the one in our window. I got
it out and handed it to her. She said
again, “I’ve always wanted a ruby
ring.” I should have closed the sale,
but I blew it.
The ring fit perfectly, but I was
worried about my integrity. I didn’t
want to be known as a salesperson
that sold her jewelry on a day that

was very cold. Maybe she was hungry and needed a new coat. So I said
one of the dumbest things I’ve
ever said to a client: “Don’t
you really need a coat?”
She said, “Young man,
if I wanted to buy a coat, I
would buy a coat! I want a
ruby ring.” She smiled and
left, and I felt like an idiot.
If I remember right, our ring was
around $695. Rather than going on
her merry way, she went back the
other direction to the jeweler on
the next block. Later that evening
as I was tearing down our windows
to put our jewelry in the vault, she
gave me a Princess Diana wave,
showing me the ruby ring she had
just purchased. I found out later
she had laid down 12 $100 bills.
Wow.
Later that week, I went outside
and apologized. She said, “Young
man, we all have lessons to learn
in our life. I know you meant well.
But I did want a ruby and diamond
ring.” She was so nice. But if I’d
been listening, she would have
walked out of our store with a ruby
ring. She was already closed.
When you sell out of your own
pocket, you are accidentally prejudging the client. Every time you
approach someone, always go with
a smile and think, “She’s a millionaire. I’m closing this sale. I’m adding on. And she’s going to be wowed
before she leaves.”
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