


April 5 - Low Impact Development Conference

Apri

| 10 -
| 13 -

EBC NH Chapter — DES Commissioner Burack
EBC Environmental Career Fair

Apri

May
May
May 16 - An Evening with Philip Griffiths, EOEA
Undersecretary for Environment

May 22 — Vapor Intrusion and IAQ

May 29 - EBC RI Breakfast w/ U.S. Senator Whitehouse
June 6 - 14th Annual EBEE Awards Celebration

Apr'ﬁ

2 -
2 -

25 -

EBC Reception — Young Env. Professionals
EBC — Update RGGI Seminar
EBC CT — Reasonable Confidence Protocol
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The mission of the Environmental
Business Council Is to advance and
promote environmental and energy

services and technology

businesses in New England

Provide programs

Provide access regulators and industry
leaders

Offer networking and business development
opportunities
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Senior Consultant and Principal with Golder Associates Inc. in
anchester, New Hampshire.

Joined Golder Associates in 1986

B.S. in Geology from Allegheny College

M.S. in Hydrogeology from Kent State University

Began career in Golder’s Philadelphia area office

In 1992 moved to NH to open Golder’s New England operations

Responsibilities include leading Golder’s New England
environmental group, serving on Golder’s Board of Directors and
actively participating in Golder’s risk management program.

Serves on the Board of Directors for ACEC-New Hampshire.
He resides in New Boston, NH with his wife and two daughters.




Alistair Macdonald
Golder Associates Inc.




== Clients for Life

- UAY S Presented to:
B Environmental Business Council
March 27, 2007

Presented by:
Alistair Macdonald, LSP, P.G.
Golder Associates Inc.




_ With Credit (apologies) to:

- = Theresa Miller-Kleiner, P.G., Golder
‘i Assoclates Inc.

ul::; ﬁ - o John Bachner — ASFE
e o Andrew Sobel




o Provides repeat business

“ ' o Respects your talents
o Values your opinions and advice
o Strong, personal relationship




= They provide repeat business
. 8% _ ASFE $5M to $25M
— $6M + $9M = $15M

o RISk management
— Typically more forgiving
— Friends don’t sue friends!
= |t’s more fun and rewarding




(@  Why Do Firms Lose Clients?

Reason Client Is Lost % QOccurrence

— Indifference (i.e., client felt they were 68%
not a priority)

— Dissatisfaction with quality 14%

— Price of services 9%

— Project(s) not available 4%

— Other 5%

100%

Based on a 2001 Zweig White survey
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Characteristics of a
“Client for Life” Relationship

o Mutual level of trust
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o Personal relationship

o Client feels special/important

o You are their “Trusted Advisor”, no longer
an “Expert for Hire”
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. The “Easy Relationship” Stuff

- = Get to know you client
— family, hobbies, passions, hometown, etc.

P oPersonalize cards, gifts
B o Face time
= Thank your client




The Harder Stuff

= o Moving beyond an “expert for hire” to a
. “trusted advisor”
— Active/empathetic listening
— Acting with “selfless independence”
— Working with an “abundance mentality”
— Being a generalist
— Providing more than core value
— Managing expectations




o Ask leading/provocative questions
o Listen to the response
o Silence Is OK

o Don’t feel compelled to give answers







