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THE KEY TO BUILDING LASTING BUSINESS 
RELATIONSHIPS - WITH ROBIN KRAMER 

THRIVE BY DESIGN WITH TRACY MATTHEWS 
 

You’re listening to Thrive-By-Design business marketing and lifestyle 
strategies for your jewelry brand to flourish and thrive. Let’s get started.  
 
Tracy: Hello, hello. Thank you so much for joining us here on the podcast 

today. My name is Tracy Matthews of Flourish & Thrive Academy and 
I’m so excited to be here today with Robin Kramer my co-founder 
over at Flourish & Thrive. And today I’m really excited about today’s 
topic because we’re going to talk about the keys to building lasting 
business relationships.  So Robin thanks so much for being here today 
with me. 

 
Robin: Oh I’m so excited to be here Tracy talking about one of my favorite 

topics. 
 
Tracy: It really is your favorite topic. So we talk about sales a lot but in your 

mind sales is really about building relationships. 
 
Robin: It absolutely is because quite honestly a customer can buy from 

anyone. Why would they buy from you and more importantly why 
would they continue buying from you? 

 
Tracy: Why would they? 
 
Robin: Well there’s something called a know, like, and trust factor. People 

really want to work with people that they know, like, and trust and 
they also want to know that you’ve got their best interests at heart.  

 
Tracy: Well that’s awesome and that’s so true. We do talk a lot about the 

know, like, and trust factor and there’s so many ways to get there but 
relationship building is really sort of the foundational block of that. 

 
Robin: It’s so true and without really making a conscious decision and a 

conscious effort to build your relationships you really don’t have a 
business. 
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Tracy: You absolutely don’t. So why don’t you tell me a little bit; talk a little 
bit more about relationship building here. 

 
Robin: Well I’m just going to you know how I love quotes.  
 
Tracy: Yes we do. 
 
Robin: So I just want to pull this quote out here and say that McKinsey & 

Company, a global management consulting firm found statistically 
that 70% of buying experiences are based on how the customer feels 
and how they’re being treated and I think that just really says so 
much about how important it is to really be authentic in working with 
your customers. So I’d like to dive in and just talk. 

 
Tracy: Well let’s stop there just for a moment because you know relationship 

building is sort of; the start comes at the initial point of contact. Like 
the first impression like how are you perceived and then there’s a 
decision like do we go with this relationship or do we move forward 
with a relationship or not alright or do we move forward with the sale 
or not. But we’re kind of talking about moving beyond that initial 
point of contact and fostering already let’s say [3:00] landed or 
started relationships so that you can build long term, long lasting 
relationships right? 

 
Robin: Right. 
 
Tracy: So I remember last year I was interviewing Tara Silberberg of the Clay 

Pot and I always; I’ve told this story a lot lately I feel like but it’s such 
an important story. And I’m going to paraphrase it. I might not get 
the; I’ll get the gist right but I might not get the actual words right. 
And what she said was when I’m starting working with a new 
designer especially those that are just starting out in their business 
I’m happy to take a risk on them but one of the things that stands out 
for me on whether or not I’m going to continue the relationship is not 
when they’re doing everything right. It’s what happens when 
something goes wrong and what I mean by that.  

 
What she meant by that was that jewelry breaks, there’s going to be 
a repair, there’s going to be customer service issues, or things that 
are tough situations that they’re going to have to deal with and her 
gauge for whether or not the relationship is a good relationship or 
not is to see what happens when they’re put in the fire or put under 
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pressure like how quickly can they fix a repair, how do they handle 
the repairs, what’s their attitude when they’re having to deal with it, 
or what happens when they have to return merchandise or exchange 
it. 

 
So I always find that this story fascinating because it was such a 
different kind of perspective. Coming from a place of what happens 
when something goes wrong rather than what happens when you’re 
doing everything right. 

 
Robin: And that’s such a good point because I think when things go wrong 

the initial reaction is oh no I don’t even want to speak with them 
because it’s kind of yucky and quite honestly that is where you get to 
shine. 

 
Tracy: Yes. 
 
Robin: And it’s not being afraid of those conversations and coming in with 

being solution oriented. Come with some ideas of how you could fix 
the situation. I’m going to just give a little background a little story 
that I experienced when I was at Dogeared that we had landed our 
first big holiday order with Nordstrom and we had; the product was 
ready to go we were set. We had really focused on the actual 
components and the making of the product. What we neglected to 
do was make sure that the boxes that were specific for this order, the 
gift boxes were placed and the order was placed and they were in 
stock so not a great first impression but what happened was once I 
found out about the situation, once I knew when how quickly we did 
have some boxes but how quickly we could get new ones in. I had a 
game plan.  

 
I went to the buyer. I didn’t want to hide this from the buyer and try 
to just get by. I approached her. I said here’s the situation, here’s what 
we can do right now, here’s what I can do at this state. How can we 
make this happen? This was a mistake [6:00] on our part. But I really 
wanted to come with solutions in my back pocket and they may not 
always be the solution the buyer wants to hear but the appreciation 
for coming with a solution is really; it speaks a lot and by approaching 
them and making them part of; involving them in the situation is also 
going to provide you with some solutions as well you know they’re 
going to give you their feedback and everything. 
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Tracy: Well why don’t we dive into some of your keys to relationship 
building and we can expand on each topic just a little bit. How does 
that sound? 

 
Robin: That sounds great. 
 
Tracy: Okay let’s do it. 
 
Robin: Well first one be friendly, nice, and positive. I know it sounds a little 

silly but it goes a long, long way and people like working with people 
that are nice I mean bottom line. 

 
Tracy: So true. 
 
Robin: The other thing too is be authentic, thoughtful, and personal. And 

that is; don’t try to hide anything. Really show who you are be 
thoughtful as I said in every approach. Even in the most 
uncomfortable situations it really is about how can you help this 
buyer? How can you help your customer?  

 
Tracy: And I think, I think in this situation too it’s like too when you’re talking 

about be authentic, thoughtful, and personal. Each situation is going 
to require a different approach because every person is a little bit 
different. Would you agree? 

 
Robin: Hands down yes.  
 
Tracy: You know some people might get totally offended and annoyed at a 

certain approach where another person might appreciate it so you 
have to just really be authentic to who you are and my friends and 
my peers in the sort of like spiritual world, the yoga world will say 
speak your truth. That’s the big mantra right now. Speak your truth. 
Own it if you made a mistake or own it if you didn’t or if you feel like 
you’re right. But also soften enough in a way so that you can be 
receptive to what they have to say and let the walls kind of come 
down because I know it’s easy to approach situations sometimes 
from a place of being defensive rather than and I know we’re going to 
talk about this later but coming up with a solution and this will help 
you get a little bit more personal. 

 
Robin: Well and I think it goes right in nicely into listen and ask questions 

and listen some more. 
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Tracy: Yes. Listen, listen, listen. I like that. So do you have any good stories 

about how listening really changed things for you? 
 
Robin: Well one of the things that came to mind when you were talking 

about being authentic and really working with what the buyer wants 
and you’re absolutely correct every buyer is going to be different. 
Every customers is going to be different. So you want to ask like how 
often do they want to be contacted? That is something that I always 
ask a buyer when I’m working with them because not only how often 
do they like to be contacted [9:00] but what form do they like to be 
called, do they like to have emails, some like texts. Just so I know 
what’s going to work best for them and I always say it’s for you. I 
want to make this work for you. I want to keep you up to date on 
what’s happening so really with their best interests and what is going 
to be best for them. 

 
Tracy: That sort of ties into making it easy for the buyer to work with you. 
 
Robin: Yes it certainly does. And the easier you can do that it could be 

creating orders for them, it could be coming in and doing a talk to the 
associates so they know more about your product. There’s so many 
different ways that you can actually help a buyer. One of the things 
that I love to do is and not everybody has the skill of merchandising 
and it’s great to merchandise. Let’s say the buyer maybe it’s some 
product that they’ve already bought or maybe they haven’t bought it 
yet. Merchandise it beautifully, take a picture of it, send it to them, 
and then send a listing of everything that was in the image.  

 
Again it’s just giving them ideas and I was constantly doing that at 
Dogeared. This is a great way to; these are great displays and they 
wouldn’t necessarily be displays we would sell but it would be 
displays that they would be able to get easily and in some cases I 
would actually buy them for them too.  

 
Tracy: Absolutely. So one of the things that I do, I love talking about how 

you can make this really easy for people to work with you. So two 
scenarios is like often times when I’m working custom clients if 
they’re busy people I try to go to them if they’re in New York City. I 
mean a lot of my clients are remote. They’re not in the same city so 
we’re on the phone and email and it’s pretty easy. There’s no 
inconvenience for anyone. But you know I’m working with a client 
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right now who has a young child, she works in finance, she’s very 
busy during the day, she can’t get out during the day, and at night 
she has to go home to put her child to bed. So I go to her house and 
we have a glass of wine and I show her the pictures of the work or I’m 
going to deliver the piece next week so making it as easy as possible. 

 
 I have another client who’s a regular client of mine and he also works 

in finance and he’s super busy. He has a powerful job. He doesn’t live 
in New York City. They live outside the city in Manhasset so literally 
the only way that me or my assistant can meet him is in the lobby of 
his building. So we’re there at his beckon call at the time that he is 
available and we make it really easy. And also you can make the sales 
process really easy just by handing them everything that they need 
on a silver platter and telling them exactly what the next steps are. 
This like; that’s like a real key hack in landing sales or converting sales.  

 
When you send emails where people don’t know what to do next 
they often times won’t respond or if there’s too much in the email 
they don’t [12:00] know what to say. But if you can bullet point it out 
like here are the next steps very clearly one, two, three, four. When I 
do this when I’m in the stage of collecting payment I say step number 
one here’s a link provided for your 65% deposit and then the links 
right underneath. Step number two I need this, step number three I 
need this, step number four I need this hit reply to this email with this 
information and we’re good to go. And then it’s easy there’s less back 
and forth. I mean sometimes all your questions don’t get answered 
but that’s just one way.  

 
And then what I love for people who are selling online. Let’s say you 
make a sale and I gave this tactic to one of our designers, Katy Mims 
a couple of years ago and I loved hearing the results that she had. 
Actually maybe you gave the tactic or maybe we both gave the 
tactic I can’t remember. It was one of us but it doesn’t matter 
because it’s still good information. So she had someone order a 
necklace on her website. So as a service she picked up the phone to 
call the customer to thank them for their order and then at the end of 
the call she’s like I can’t but thinking these earrings would go really 
great with this necklace. If you’re interested I’ll email you a picture 
right now. Let me know what you think I’d love to add it on to your 
order and she ended up building the sale and selling another piece of 
jewelry just from that one simple nice gesture and she made it very 
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easy for the client to buy something else to add on and it was just a 
little bit of effort from her but no effort for the client. 

 
Robin: That’s such a great story because it’s also an honest; she was being 

really honest which I love and great examples Tracy. I think really 
accommodating your customer. 

 
Tracy: Yes. 
 
Robin: And helping them. It goes back to what is going to work for them. 
 
Tracy: Yes what’s going to work for them? 
 
Robin: And learning about that and so listening to them, asking questions. 

Also something that comes up that I think is really important is being 
confident and proactive. Now we’ve talked about confidence before 
but we also I wanted to add proactive because thinking about what 
their needs are ahead of time. So for example with your clients you 
are always thinking about oh gosh if you’ve worked with these clients 
and they got their engagement ring or wedding rings then they have 
anniversaries. 
 

Tracy: Yes. 
 
Robin: And the same thing if you’re working with buyers and they’re in 

stores they could think about the holidays that are coming up. 
Valentine’s Day is a big jewelry holiday. The Christmas and New 
Year’s and weddings those are all big events that jewelry tends to be 
a big seller. 

 
Tracy: Yeah. 
 
Robin: So by being proactive and reaching out to them and also some of the 

things we liked to do at Dogeared is creating an order, a special 
Valentine’s Day. Let’s say it’s Valentine’s Day. [15:00] A special 
Valentine’s Day order and we made it really easy, had an image. 
Sometimes we did two different what we called packages and then 
we had the order form on the back so again super easy. We could 
pass it out at trade shows, we could also email it to clients, and it’s a 
great way to do that but doing it ahead of time so. 

 
Tracy: I love that. 
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Robin: Yeah. They’re not rushing to get it. So if you’re thinking Valentine’s 

Day the end of December you really need to. 
 
Tracy: Be on top of it. 
 
Robin: Exactly. 
 
Tracy: Alright. So let’s move on. What are some of your other tips? 
 
Robin: Well I love; you know we talked about being friendly and authentic 

and honesty and optimistic come right in play with that. 
 
Tracy: Yeah. 
 
Robin: And also the over deliver. So as they say under promise over deliver 

which is something what you had said with Tara at the Clay Pot 
where when those difficult situations come up how do you handle 
them? And so by over delivering that’s a great way to over deliver. 
Another great way is when you send a package and maybe it’s their 
first order well send a welcome to, welcome to my, welcome to our 
family, or welcome to this wonderful holiday season or like an extra 
note or maybe something from your company. Maybe you want to 
give; do a contest for the store or thinking of ways to really over 
deliver. 

 
 Now honestly Tracy over delivering nowadays is just doing a great 

job. 
 
Tracy: Yes and I think that there’s a lot to be said on having things delivered 

on time. I mean I think that’s like; that should be the norm but 
obviously you can’t ship orders early but for the types of people that I 
work with often there is a pretty tight deadlines that people are 
getting married or whatever. I don’t really like to work last minute 
even though it does happen sometimes but getting things done early 
or getting things done ahead of schedule or in a manner that exceeds 
expectations.  

 
Robin: So true. 
 
Tracy: Can you think of anything specific that has worked for some of the 

jewelry designers that you’ve worked for? 
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Robin: Well I think your point is that when you’re working with people that 

are on a tight deadline and maybe here’s a great example. I have a 
designer that works with Sundance Catalog and they; Sundance had 
placed an order and they were scheduled to ship on time no problem. 
It was going well. Well Sundance emailed them and said oh my gosh 
it’s selling like hot cakes we need more right away so immediately the 
designer focused on what she could do right away. She sent them out 
and said okay I can ship [18:00] thirty pairs right now. They were 
earrings. Thirty pairs right now. I can send thirty more in four days. 
She really mapped it out but was able to get them; kind of exceeded 
their expectations of what she was able to deliver and we’re talking 
the delivery date was a good probably two months out. So she really 
just jumped on it and made sure that she was able to help this 
customer. 

 
Tracy: Now that is a high class problem right there. 
 
Robin: Right. 
 
Tracy: I love that. I love it when things are selling so well that you need to 

move up delivery dates two months. It’s amazing. That’s awesome.  
 
Robin: Well and I think that brings up the subject too of what happens when 

you have a customer who is like oh gosh I’m not ready for it and how 
you handle that. 

 
Tracy: Yes. 
 
Robin: So. 
 
Tracy: So why don’t we talk a little bit about that because I think that’s a 

really good point because this happens often in the wholesale world. 
When you’ve done your trade shows or you’re going store to store or 
your sales rep sends in orders and there’s so many ways to sell 
wholesale but regardless it’s like a delivery date comes up and you’ve 
created the order but there hasn’t maybe been proper 
communication in advance or with the buyer and then you call for 
their credit card and they’re like uh we want to push it back. So do 
you have; I mean this is a little bit tangential but not really because it’s 
tied into building relationships and keeping the sale. So what are 
strategies you would use for that? 
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Robin: Well first of all I would not approach it with a negative attitude. 
Tracy: Yes. 
 
Robin: I think it’s really important to say oh my gosh thank you for calling me 

or thank you for emailing me I wanted; these are times too I think it’s 
really important to pick up the phone and talk with them. 

 
Tracy: Yes. 
 
Robin: Because email can get a little not as; the friendliness doesn’t come 

across. There could be some miscommunication. I think it’s great to 
pick up the phone, have the conversation, and email kind of a recap 
of the conversation but I would pick up the phone and say thank you 
for letting me know that you’re needing to push this back. I’d like to 
find out a little bit more. I always try to save that sale as far as the 
date because it definitely affects your business as well being the 
designer. 

 
Tracy: Yes. 
 
Robin: So come up again with some solutions. How about I send you X, Y, 

and Z right now because these are our best sellers and I would hate 
for you to miss out on that opportunity. So learning a little bit more 
too of what maybe going on for them. It could be maybe there was a 
fire at their store. You have no. 

 
Tracy: I love the random story. Maybe there’s a fire you never know. 
 
Robin: You don’t. Maybe their dog died. 
 
Tracy: And maybe they’re really depressed. 
 
Robin: Maybe. It could be a terrible thing that’s happened. 
 
Tracy: I know. 
 
Robin: Or what happened a lot just this past year [21:00] was holy cow the 

Northeast was just inundated with snow. 
 
Tracy: Yes. 
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Robin: So there’s lots of different scenarios and I think it’s how you handle it 
and how you handle it gracefully is really, really important. 

 
Tracy: I think another thing too that maybe can help on all fronts is to call 

before the order gets put into production so that the store 
remembers. They’re clear that it’s going. I mean you would think 
people are as organized as you are on the back end but sometimes it 
might slip their mind or they’re just avoiding the situation which ends 
up happening a lot. But if you call them before you even invest in 
getting the piece produced you can just say hey I’m putting your 
order into production, just want to give you a heads up. We’re 
planning on shipping it on this date and I’d love to get your credit 
card details now especially if it’s terms where you’re shipping with a 
credit card. And then that way there’s no risk for you. You haven’t 
purchased the materials or made the piece potentially and they’re 
informed and they’re ready for it.  

 
Robin: Well and I think also too it gives you that opportunity to speak with 

them again. 
 
Tracy: Yes. 
 
Robin: Also we talked about being proactive. If you know that there’s crazy 

snow on the East coast it is good to call. 
 
Tracy: Yes. 
 
Robin: Don’t assume.  
 
Tracy: Yes. So we talked briefly about this before about being solutions 

oriented. Let’s talk a little bit more about this. How being solutions 
oriented really helps build a lasting relationship. 

 
Robin: I think the biggest thing again. It’s your attitude. Go in and go in with 

a positive attitude and no one; you’re not finger pointing of and 
blaming well you didn’t do this and you didn’t do that. If creating 
these relationships it’s really important to understand maybe where 
the miscommunication came in or how can you work together too is 
another way to approach it too.  
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Tracy: Do you have any specific stories of how something has kind of gone 
awry in your experience that you resolved just by being solutions 
oriented? 

 
Robin: Well I think that the example I used a little bit earlier with Nordstrom 

where we were working the box situation. 
 
Tracy: Oh yes. 
 
Robin: It was a, it was a big deal.  
 
Tracy: It was a big deal.  
 
Robin: It was a big deal. Yeah. But what I was able; not only was the 

relationship saved but the order was saved. 
 
Tracy: Yes. 
 
Robin: And now the order went later which definitely affected sales but I can 

tell you a couple things. We never had that issue come up again. 
 
Tracy: I know right. 
 
Robin: But it also gave me as crazy as it sounds it gave me an opportunity to 

really develop an incredible relationship with the buyer because I; we 
were both working together to make this a [24:00] successful 
holiday season even though there was a hiccup. 

 
Tracy: Yes. Alright so let’s talk about our favorite strategy which is an age 

old sales strategy but also relationship building strategy. Being 
persistent and consistent. 

 
Robin: Yeah. Being persistent and consistent or also follow up and follow 

through I think go hand in hand. It takes time to build; you think 
about it building a friendship. You meet somebody, you hang out, you 
get to know them a little bit more, you get to open up with them a 
little bit more and it just blossoms right. Well you can’t expect a 
relationship with a customer to unfold and blossom without actually 
being persistent about it. And persistent, sometimes people think of 
that you don’t want to be annoying. 

 
Tracy: Do not be annoying people. 
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Robin: But you want to be; you want to make sure that they know you’re 

there. That you’re sharing with them what’s happening with you. I had 
a conversation with a store recently and they said it is so helpful 
when we know when a new collection is coming out. It really does 
help us. So if they don’t; if they’re not notified by the buyer they really 
don’t have time to contact them. So as a designer it’s really your job 
to keep your customers informed and to stay in touch with them. 

 
Tracy: Do you have a specific story of a designer that used this formula to 

sort of reengage with a customer or something like that? 
 
Robin: Oh my gosh I totally do actually. I have a designer that I’ve been 

working with and they had a store that they had been working with 
for a few years and one of the things that they noticed is the store 
hadn’t bought in about, over six months which was kind of unusual 
and they had been in touch with them sending newsletters and things 
like that but they hadn’t really been following up as regularly as they 
should have. So they reached out to the buyer and just cut to the 
chase. They wanted to see how things were going and the buyer said 
that when she had purchased; she had purchased an order and some 
pieces had sold but that she was still sitting on product and it wasn’t 
selling and instead of kind of going into her head space the designer 
was like hey thank you so much for letting me know because it really 
helps me.  

 
 What I’d like to do is I’d love to provide, exchange what you have for 

some new and this was something that the designer was able to do. 
The product was able to be refreshed. They worked together on this 
and [27:00] when she; in addition to that she’s like and I’d be happy 
to do a trunk show or I can educated your staff on the new product 
or. She was really providing so much opportunity and information 
and suggestions of what they could do and it kind of just got the 
buyer even more excited about the product. 

Tracy: So is this a case of being consistent and persistent and what 
eventually happened is by following up and following through they 
were able to sell the product out. 

 
Robin: Yes and I think it’s also about keeping your eyes on your customers. 

Because in this case they were following up with sending the 
newsletters and keeping in touch but really it wasn’t until she had the 
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contact with the buyer and picked up the phone and said hey what’s 
going on? 

 
Tracy: Right. 
 
Robin: How are things going? 
 
Tracy: Yeah so it’s a personal connection. Alright yeah I love, love talking 

about this. So let’s just recap really quickly some of your keys to 
building strong relationships. Be friendly and nice and positive 
because this goes a long way. Be authentic, thoughtful, and personal. 
Make it easy for the buyer to work with you. This is our favorite one. 
Listen and ask questions and then listen some more. Be confident and 
proactive. Be honest and optimistic. Over deliver and under promise 
or under promise and over deliver either way you want to say it. Be 
solutions oriented and then make sure that you’re following up and 
following through also known as be persistent and consistent. 

 
 So Robin what an awesome, I love always talking with you about 

sales. It’s always so, so awesome. 
 
Robin: It’s my favorite thing and nurturing your relationships will absolutely 

result in repeat business. 
 
Tracy: So thank you so much for being here today talking about the keys to 

building lasting business relationships. Thank you everyone so much 
for listening. If you enjoyed the show we’d love for you to do us a 
huge favor and make sure that you subscribe to our podcast, rate the 
show, and write us a little review. So I’m super excited to keep 
bringing you super valuable content and inspiration every single 
week. Take care until next time and thanks for joining us. 
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