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THE PROBLEM
Our referrals had been rapidly declining from 2014-2016. In the spring of 2016 I started 
working with Stacey’s Growth by Referrals program to stop the decline and find a way to 
reverse that trend.

I opened Dogtopia of Charlotte in 2010 and from then until 2014 I was the one solely responsible for our 
marketing efforts and client experience. When I got pregnant with my twins at the end of 2014, I had to start 
relinquishing control of the store to my employees. Although they kept the store open and operating until
I returned mid-2015, our marketing efforts took a nose dive and our client experience took a bit of a hit as we 
struggled with staffing issues and an inexperienced management team. From 2014 to 2015 our referrals 
decreased 34% and the trend continued into 2016.

BACKGROUND ON THE REFERRAL DECLINE
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By 2016 I knew that it was going to take more than just my return to the store to fix our downward trend
of referrals. I signed up for the Growth by Referrals program and started implementing Stacey’s program
for both our clients and our Centers of Influence. 

We had a small budget to work with, but Stacey’s program helped us figure out low-cost ways to implement 
our touch points. The most important thing the Growth by Referrals program did was help me create
a year-long plan for my referrals and find ways to automate it, so I didn’t forget was I had planned to do 
six-months later. It also helped me identify who my key referral sources and clients were, so I could focus
on rewarding their referral habits or encourage them to start referring clients. I also reinvigorated our Perks for 
Pups program because of the Growth by Referrals program, which is an outreach to larger local companies to 
offer their employees discounts on our services. 

SOLUTION

I started implementing the GBR program during the middle of 2016 and it was in full swing during the 3rd and 
4th quarters.  Our focus was not on 2016 results but seeding the ground for referral success in 2017. 

In 2016 we had almost 70 referrals, which was almost a 35% decrease from 2015. In 2017, the downward
trend reversed, and we received 90 referrals which was an increase of 28%.  Part of the growth was from
referrals from our client referral sources but what contributed the most to the almost 30% growth was
the referrals from our Center of Influence (COI) referral sources.  Our COI referrals alone increased by
50 percent that year. 

What I appreciate about COI referral sources is that referrals from them is not dependent on the COI being 
or ever having been a client of ours.  With our clients, unfortunately dogs pass away and people move taking 
their dogs with them.  Even a move across town could cause us to lose a client due to proximity and convenience 
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of having a doggie day care closer by.  In our industry – where you send you dogs is a clear indication of
who you will refer.  So focusing on increasing our COI referral sources and referrals from them allowed
us to stabilize our dependable referral sources. 

To realize that increase of referrals from COI referral sources, we took a very targeted approach – as Stacey 
teaches in the GBR program – to our COI mix and how to grow them.  Stacey teaches you to focus on COIs 
who come across your ideal clients, so we did and happily reaped the benefits.  

We’ve continued the GBR program into 2018 and are currently on pace for results like 2017 including a slight 
projected increase.  We are finally in a place to realize triple digit referrals again.  

My ultimate goal was to increase referrals but also to find our sweet spot again with the number of referrals 
we can depend on year-to-year. The GBR program and structure allows us to do that. Now after following 
the program for two years, we can project out how much of our new business will come from
referrals and how much our other new client sources need to produce. 

This allows us to evaluate our entire sales strategy and put together a solid plan for growth.  

The Growth by Referrals program is a must-have for anyone in a service-based industry where 
developing relationships and trust is at the heart of how you do business. For our industry, a focus
on generating referrals and leveraging the internet are always going to be our top two lead generation/new 
client generation sources.  

If you don’t have a good handle on where your referrals are coming from, you can’t accurately plan for your 
businesses growth. The Growth by Referrals program has been a boon for Dogtopia of Charlotte and I would 
recommend it for anyone looking to grow their business. 

CONCLUSION


