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Put the bounce 
back in your 
business with

NEWSLETTER
Autumn 2019 by Margaret Hartley

Happy Birthday 
Benchmark!

On 1st October, 1987 ‘Crossroads’ was trending on TV, 
Michael Jackson and Gary Numan were on Top of the 
Pops and -I started Benchmark from the back bedroom 
of our home - and 32 years later I still work from home, 
however the journey has been interesting to say the 
least.

 
Delivering training in those days involved flipcharts (still
  use those) and overhead projectors - OHPs for short - 
    where films were put on light boxes and projected onto 
      the wall. The films had to have coins put on them to 
        keep them flat and if you were nervous and had to 
               change a slide, the audience could see your               
                  hand shaking!

I grew the business in 2003 and started 
a telemarketing team of 9 ladies working 
selling for clients. We sold everything from 
cleaning services for public transport, 
        graffiti removal, bull’s sperm, 
          wholesale flowers, debt collection 
              services - and much, much more.

Around about this time I 
started with the Benchmark 
strap line ‘put the bounce 
back in your business 
with Benchmark’ and the 
‘jumping picture’ evolved 
which has adorned my 
business cards ever since.
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Alas, the telemarketing did not work out so I came back 
home to work in 2009 and it’s where I still am today - 
working from The Office in the Stables.

Here’s a few images of my journey in Benchmark

“Put the 
b o u n c e 
back in your 
b u s i n e s s 
w i t h 
Benchmark”
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In the Good Old Days:
Just think - when I started Benchmark there was no Internet, no mobile phones, no email and certainly 
no formal networking.

Before I started Benchmark I worked at British Telecom (only for 18 months, however a great time).

Of course, we did smoke in the office (my desk had a very full ashtray at the end of a day) we did have 
typewriters (we all had very strong little fingers for the A key) and there was a typing pool where our 
handwritten scrawl went to to be deciphered!

One young trainee recently -  when hearing all this said ‘So,what did you do all day?’

Well, I started to explain and I suddenly began to wax lyrical about the mail person with the internal 
mail on a trolley (the equivalent of an intranet) and the post person who delivered the external mail that 
had been received into the ‘mail opening’ room and opened and sorted. (the equivalent of email)  Then I 
continued on about the lady with trolley who came round with coffee, tea and hot scones (the equivalent 
of the vending machine) - and then I added the Rotadex which stood proudly at the front of my desk (the 
equivalent of CRM) and I could find everything at a mere touch!  And the only phone we had had a rotary 
dial and stayed firmly on our desks when we put our coats on and left for the night. We also weren’t averse 
to walking to our colleague’s desk and having a quick chat about a query.

Anyone who shares these memories with me will laugh, (anyone who doesn’t will shake their head in 
bewilderment) as it doesn’t seem that long ago, however would I go back?   Not in an instant.  Life might 
have been slower and less hustled, but I love the Internet and all that it gives and the speed of response of 
questions and messages - long live technology!

This used to be the catch phrase from British Telecom when I worked there many moons ago!  I think 
it applies even more today and here’s why.

I am working with Tarrants Property Services in Lowestoft helping them upskill their staff with 
communication - and a bit of marketing.  They needed a new website as their old one was tired and 
clunky and did not portray the correct image.

I was given the job of sourcing a web design company - they wanted it in the local area so that any 
questions could be answered quickly and smoothly - despite my assurances that a long distance designer 
would be able to design and manage the website just as effectively.

I set about finding web designers by - would you believe it? - on Google. (no surprise there then!) There 
were 3 who looked likely so I called them:

Their first one answered the ‘phone and was apologetic that he did not design websites, he was a graphic 
designer and gave me the name of the person he would recommend,  (she didn’t figure on Google)

The second one I called went straight through to answering machine so I duly left a message saying who 
I was - where I was from (the client) - and with my mobile number as contact.

The third one didn’t have a ‘phone number however asked me to complete an on-line form which I did 
and sat back and waited.

For the second and third, I heard NOTHING. Yes - nothing - not an acknowledgment, nor a call back - 
nothing!

It’s for you -ooooo!!!
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I called the one recommended by the graphic designer and she answered promptly and brightly and 
asked some questions and then said she would send me an email - but she had to excuse herself as she 
was half way through running a Social Media course.

All these scenarios reminded me of the Loyalty Ladder which I talk about in Delivering Excellent 
Customer Service.  With all the above telephone calls/emails I was a SUSPECT - I knew I wanted a 
website - I knew roughly what I wanted to pay and I knew what I wanted it to look like.

When they responded (and only 2/4 did !) I became a PROSPECT (ie someone with whom you could do 
business) - however nobody really stepped up the plate and impressed me.  We did further interact with 
the recommended contact, however her meeting with us was not as conducive as it could have been.
Continuing up the Loyalty Ladder (if they had got that far) I would have become a CUSTOMER and if I 
liked what was supplied to me - and I needed more - I would return to buy and become a CLIENT. 

If you bowl me over with great service, great ideas and great communication - I would have become an 
ADVOCATE (ie I would do your marketing for you - not only by word of mouth, but also by Social Media 
et al)

As it turned out - a local provider in Leeds got the work with a long initial conversation - a well worded 
and thought out proposal - realistic prices and ultimately a meeting where there was no jargon and lots 
of explanations.

First impressions count and never more is true than

You don’t get a second chance 
to make a first impression
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Keeping on the theme of first impressions I am 
well known for my voicemail messages on my 
mobile phone.

As most of you know I do telemarketing as well as 
training for a living. I am a firm believer that if you 
are going to train someone to do something, you 
have to be able to do it yourself. (see my course 
Cold Calling Made Simple)

I have worked for a variety of clients selling - HR 
consultancy, powder coating for MDF and metals, 
Health and Safety for garages, web design services, 
furniture packs - and that’s just a few! - and I often 
have to call mobile numbers.

Now, if the phone isn’t answered and I get the 
message:  ‘Welcome to the O2/EE/Vodafone 
messaging service, the person you have called is not 
available, please leave your name and number after 
the tone’ - am I through to the correct phone?  Is this 
the right number? 

How am I to know?

So I developed a system - for my mobile phone - 
where I said my name

Then I went a step further and changed the 
voicemail message every day (yes, that’s right, it’s a 
bit of a balls ache, however it gives dividends)

So if you call my mobile number now you will get 
(something like)

Voicemails - the WOW factor!

Thanks for calling Benchmark, this is 
Margaret Hartley.

It’s 18th September and I am delivering 
‘Handling Difficult People and  

Situations’ today.

Please leave me your name and number, 
reason for the call and I will call you 

back at the end of the day.

Long winded?  My hubbie hates it - he just wants to 
leave a message and move on, however I have found 
that both clients and trainees have been impressed 
by it (sometimes not the message, more that I 
change it every day.)

One client recently had reason to call me - she 
needed help urgently.  One of her employees had 
given her notice in - she was a valued member of the 
team and she wanted to discuss it with someone.  

So she called her HR advisers - one went to 
voicemail and the annoying ‘You are through to 
the O2 messaging service’ and the other gave an 
abroad tone.

In despair she called my mobile and got - a similar 
message to the one above.

Her words on the voicemail went something like this:
‘Thank goodness for your message - at least I know 
what you are doing and when you will call me 
back - this is ………………. and I’d value a chat with you 
about……………………..’

I called her back and she said that this managed 
her expectations for a call back (very important in 
Customer Service terms) and I managed to give her 
some advice.

Another customer - whom I’d not heard from for 
a while - called my voicemail and said ‘That’s 
Margaret Hartley - I’d know your cheery voice 
anywhere…………………’

     It’s hard work changing the message every day - 
           and believe me, the only day I don’t change 
               it someone rings and takes great delight 
                  in advising me I am a day out!

                       Yet again:

First 
impressions 

count!
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Buy yourself 
some time
I like to be prompt and respond quickly - and 
email tends to lend itself to urgency.  You feel 
you have to answer it immediately before the 
sender goes elsewhere.

Now emails are my biggest ‘time thief’. I have a very 
short attention span to anything and I am easily 
distracted - so if I am working on something which I 
consider boring, I will turn off my emails in order to 
concentrate (in fact my emails are switched off so 
that I can concentrate on writing this article)

Even if I am talking on the ‘phone and an email 
pings its way into the bottom of my laptop screen, 
I will look at it - and stop listening to the caller (a 
cardinal sin)

When delivering Time Management Skills we discuss 
emails and how most people are distracted by them 
and I know several people who have an automatic 
reply which advises when they will return your email.

Here’s a selection:

I’ve got it!

Thanks for your email.

I check my emails at 10am. 12 noon, 2pm 
and 4pm and will respond accordingly

Speak with you soon

Thanks for your email.

In a bid to become more effective and to 

not try and use email as a workspace 

/ fidget! I now only check emails first 

thing in the morning, if you want to 

discuss anything urgent then please 

contact me on my mobile

0780 302243

Thanks, 

But you’re always writing....” You may 
ponder. 

Correct. But, as my summer holiday 
creeps ever nearer, I need to spend a 
day in isolation writing until smoke 
pours out of my keyboard. Or in other 
words, I’m working from home and 
drafting a shiny new website for a 
client. 

I’ve turned off my emails / Slack for 24 
hours while I crack on, so please bear 
with me.

If you need anything urgently, in the 
first instance, please bell one of my 
lovely colleagues on 01484 xxxxxx 
and they will do their best to help. 
If you really need me, please call or 
WhatsApp me on 07803022423

Otherwise, I’ll aim to come back to all 
messages by lunchtime on Wednes-
day 4 September. 

But my favourite of all time has to be:

Keeping your suspects, prospects and customers ‘in 
the loop’ helps your business to do business with you.
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‘However’ is ‘but’ in a frock!
When talking about communication I talk about ‘above the line words’ (great carry on using these) and 
‘below the line words’ (be cautious using these)

While training the NFU last year, a rather mature (this is an ‘above the line’ word which is better than ‘old’ 
which is a ‘below the line’ word) farmer said to me 

‘When I was a young lad of 18 my gaffer said to me ‘everything before but is boll..ks’ And do you know -  he 
was right!’

Everyone, of course, exploded in laughter and then 
we started to discuss it.

Have you ever said:

‘I get where you are coming from but……………………..’
‘I understand that but……………………..’
‘Yes but…………………..’

Clearly (a ‘below the line word’) this means that you 
don’t get where they are coming from and you don’t 
understand that and yes should be replaced by no.

It was agreed that ‘however’ (an ‘above the line’ 
word) would be much softer, and less argumentative 
and then we went on to discuss other words we could 
use.

I mentioned this story to a client and she said ‘I was 
always told that ‘however’ is ‘but’ in a frock!

I leave you to decide!

I had to blush …………….
Recently I went to meet a new prospective customer who needed some personal/face to face sales 
training.  They have a fabulous product however (‘above the line’ word) needed some red hot sales 
personnel to get out there and deliver the message.

The meeting went well - longer than I expected - however they did bring lunch in and apple pie (the way to 
my heart!) and I went away to put a proposal together for training his staff.

In the meantime he asked me for some testimonials/current clients he could contact to talk about my 
training work.

So, I sent out a few emails out to existing clients whom I have worked with on similar projects, asking if this 
new prospect could call them.

They all said ‘yes’ unreservedly and two even put pen to paper (or typing to email!) and I was heartened 
and cheered by their words: (and massively humbled - you don’t always see yourself as others do!)
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Delivering Excellent Customer Service 
£200+vat per trainee

Keeping the customer informed, keeping promises & 
making them feel important - good communication is key. 

9th October, 2019

Sep 19 - Dec 19
Open 
Courses
Leading Effective Teams
£200+vat per trainee

Get to know about leadership, motivation, handling 
difficult team members, delegation & more.

22nd October, 2019  ●  12th November, 2019

Train the Trainer (2 day course)
£400+vat per trainee

How to write, deliver and present a training session to suit 
all learning styles.

5th & 6th November, 2019

Cold Calling Made Simple
£200+vat per trainee

Getting that first impression right with powerful words 
and persuasive techniques.

26th November, 2019

Negotiation Skills
£200+vat per trainee

We will share the 9 rules of negotiation from getting the 
‘others shopping list’ to leverage and trading concessions.

19th November, 2019

Time Management
£200+vat per trainee

We all have 24 hours in the day – learn to maximise them.  
Prioritise, schedule, delegate, avoid procrastination and 
do it!

23rd October, 2019

Debt Collection by Telephone
£200+vat per trainee

A sale isn’t a sale until it’s paid for.  How to ask for money 
persuasively, politely and positively.

29th October, 2019

Presentation Skills
£200+vat per trainee

Learn how to control the nerves, write and present a 
session visual aids effectively and powerfully.

24th September, 2019

Personal Sales Skills
£200+vat per trainee

That all important meeting – making a great first 
impression, listening & looking for clues, selling benefits, 
working out recovery lines and closing.

4th December, 2019

Handling Difficult People & Situations
£200+vat per trainee

Not everyone sees the world as you do, or reacts to 
situations like you do. Learn to prevent, adapt and handle 
difficult people & situations.

18th September, 2019 ● 20th November, 2019

Sale Makers not Order Takers
£200+vat per trainee

Taking an incoming call in the correct manner and the 
correct attitude means you can not only take an order but 
you can create a sale - adding profit to the bottom line.

2nd May, 2019
24th October, 2019 ● 5th December, 2019

All courses are held at: Dintingdales Conference Centre, 
c/o Scarthingwell Golf Centre LS24 9PF
(junction off the A1 and M62)
Course times: 0930 - 1630

Benchmark Terms and Conditions for Open courses 
The training fee must be paid at the time of booking.
No refunds will be given for cancellation or transfer to 
another course if notice is received less than 14 days 
before the course, or for non attendance.
In all cases a substitute can attend in the place of the 
delegate originally booked, without penalty.
Benchmark reserves the right to cancel or change location 
of the course due to insufficient interest.

The trainee rate includes:  
-          Personal invitation to attend
- All course notes
- Personal Action Plan
- Certificate of completion
- Morning & afternoon refreshments and lunch
- 4 follow on emails to refresh the new skills learned

All the above courses can be run in-house for your 
company or organization. 
Highly personalized and designed to match your desired 
training outcomes, matching your culture and your ethos.

01977 682900
Email: info@benchmark-marketing.co.uk
Web: www.benchmark-marketing.co.uk

The Office in the Stables, The Old School, Biggin, Leeds, LS25 6HJ 
    Benchmark Marketing Services     @bmstraining      hartleymargaret

New Course

Back by 
popular demand


