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Who Are You – 
and Why Should 
I Trust You?

Approach a business prospect and you will likely 
be greeted with skepticism. Even when you 
represent a well-known, established company, 
prospects want to know why they should trust 
you. And perhaps even more importantly, they 
want to know what you can do for them.

Success Stories allow you to over-
come this reticence and quickly  
establish your bona fides. 

By sharing the success you’ve 
brought to previous customers 
and like-minded challenges, you 
immediately:

•  Document your company’s range  
of experience.

•  Demonstrate your company’s ability 
to address customer challenges.

•  Establish your record of delivering 
customer satisfaction.

Success Stories say, “We did it for them. We can do it for you.”

HELPING COMPUTER GIANT’S HQ  

  BECOME “CARBON NEUTRAL”.
                                                Think Green.®
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 y their nature, consumer electronics 
 companies tend to be very forward-

 thinking. Today, such “vision” often extends 

beyond the products they make to their 

 contributions to environmental sustainability.
Dell, Inc., is one of the largest manufacturers of 

personal computers for homes and  businesses. 

Headquartered in Round Rock, Texas, just 

 outside Austin, Dell is not only a perennial 

among the Fortune 100, but is regularly in the 

Top 10 among that business magazine’s Most 

Admired Companies. Much of that respect 

comes not only from the company’s 20-plus years of success, but for its 
commitment to employee and community welfare.For example, in spring 2008, Dell announced that its 2.1 million-square-foot  headquarters facility had gone, in effect, carbon neutral. This was achieved by purchasing 60 percent of 

its electrical power from TXU 
Energy, a local wind-power 
company, and the other 40 

percent from the landfill gas-to-energy  facility 

at Waste Management’s Austin Community 

Landfill.
WM’s Austin Community Landfill is one of 108 

landfill gas-to-energy projects the company 

now has in operation throughout the United 

States and Canada. In 2007, WM announced  

an initiative aimed at building an additional  

60 “green” energy projects throughout  
North America at a cost of approximately  

$400 million.
Landfill gas is produced when microorganisms 

break down organic material in the landfill. 

The resulting gas is comprised of approximately 

50-60 percent methane and 40-50 percent 

carbon dioxide. At most landfills in the United 

States, these greenhouse gases are simply 

burned off, or “flared.” However, at WM’s 

landfill gas-to-energy facilities, the methane is 

collected, scrubbed and then used to fuel onsite 

engines or turbines, generating electricity to 

power surrounding homes and neighborhoods. 

By building these “green” facilities, WM further 

reduces greenhouse gases by offsetting the use 

of fossil fuel at the utility power plants. 
WM’s landfill gas-to-energy plants are expected 

to produce energy for at least 20 years. Their 

lives may be further extended by improvements 

in this relatively new technology.Not only is this “green” energy environmentally 

friendly, it can also help customers save money. 

Dell estimates that it will save approximately 

$2 annually in energy costs while reducing 

carbon emissions by 12,000 tons per year.
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For Dell, Inc., yesterday’s  
waste is the key to a  
brighter tomorrow.

SUCCESS STORy

www.wm.com

WMI.110.155©2008 Waste Management, Inc. 

From everyday collection to environmental protection, 

Think Green®. Think Waste Management.

DISPOSALSERVICES

“ Powering an entire campus with 
green power, in partnership with 
WM and TXU, is an important step 
in becoming the greenest technology 
company on the planet and the right 
thing to do for our shared earth.”
 
Paul Bell PresidentDell Americas 

Providing Tomorrow’s Solutions Today.TM 

(877) 772-6693 • www.PSCNow.com  5151 San Felipe,  Suite 1600, Houston TX 77056

Refining/

Chemical 

Industry

Superheros on the Sound: 

How We Put 98,000 Barrels a Day 

Back in Business. 

Puget Sound Refinery — Tank Cleaning
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This Puget Sound Refinery is one of the largest 

facilities on the West Coast, processing some 

98,000 barrels of crude per day. A “turnaround” 

requires a total shutdown for cleaning, 

maintenance and repairs, and completing 

scheduled maintenance on time is of the 

utmost importance. The turnaround can take 

weeks and trigger 

millions in direct 

costs and lost 

production revenue, 

which is why this 

highly-specialized 

process often 

requires the skills 

and assistance of 

outside experts.

As one of largest 

facilities in the 

Pacific Northwest, this refinery processes 

raw crude delivered from Alaska’s Prudhoe 

Bay field by tanker, as well as pipelined 

Canadian oil. Production capabilities 

include gasoline, diesel fuel, jet fuel, 

residential fuel oil, marine bunker fuel 

oil and liquefied petroleum gas. In early 

2012, the refinery scheduled a five-week 

turnaround, contracting the services 

of several local companies. It quickly 

became apparent that the turnaround 

was extremely behind schedule. Having 

worked with PSC on many other 

turnarounds nationwide, the customer made 

the call.

Within 24 hours, PSC had a team of 15 on site 

at the refinery. After assessing the situation, an 

action plan was devised which required PSC 

to work 24/7 for two weeks straight. Critical to 

this plan was PSC’s state-of-

the-art technology using 

remote-control 3-D rotating 

nozzles, which clean the 

heat exchanger bundles 

much faster than standard 

methods.

The plan? It proved to be a 

good one. Working hand-

in-hand with the refinery’s 

management team, PSC 

caught up and completed 

the work in two weeks, a full one week ahead of 

the original turnaround schedule, and with zero 

safety issues. 

The bottom line? After PSC stepped in, the 

refinery was back up and running sooner than 

originally planned, with significantly reduced 

net costs. Thinking fast and moving faster: 

now that’s what we call a real turnaround.

Next time, put some muscle on your  

turnaround team.

“I want to congratulate PSC on a 

job well done. They stepped up 

under difficult circumstances, 

finished ahead of schedule and 

performed like true champs.”

Refinery Turnaround Supervisor

A Progressive

Waste Solutions

SUCCESS STORY

 ©2015 Progressive Waste Solutions Ltd.
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www.progressivewaste.com

CUSTOMER: QUARTIER DIX 30

Brossard, Quebec, Canada

When retailers shop for a commercial waste services provider, 

Progressive Waste Solutions is their company of choice.

The enclosed shopping malls so popular in the 1970s and 1980s are being replaced by 

“lifestyle centres,” open-air commercial communities that combine retail, restaurants, 

cinemas and other amenities, all aimed at an upscale audience. Managing waste at these 

centres requires as much skill and imagination as does designing the centres themselves.

Billed as Canada’s first lifestyle centre when it began development in 2006, Quartier Dix 

30 in Brossard, Quebec, has grown in phases to become Canada’s second largest retail 

shopping complex. Since 2009, Progressive Waste Solutions has provided the centre’s com-

mercial waste services, including collection and recycling.

Planning LeSquare

In 2012, the centre’s owners, Oxford Prop-

erties and Carbolenlo Real Estate, Inc., 

asked Progressive to formulate a strate-

gy for its newest phase called LeSQUARE, 

a $300 million development with 70 new 

storefronts and 10 new restaurants. Before 

developing their plan, Progressive repre-

sentatives had several meetings with the 

engineers, development and management 

teams to identify ways to optimize waste 

handling and operational efficiencies.

Progressive returned with an innovative plan that included:

• 11 in-ground containers for both waste and recyclables.  

• A self-contained compactor with an extra wide, clear-top opening for solid  

and wet waste (food). 

• 40-yard stationary compactor for cardboard, which would help reduce collection costs. 

• A strategically selected central collection point where waste can easily loaded into  

the compactor’s cart tipper. 

• An ozone odour control system that actually destroys bacteria and the odours  

they produce.

Progressive’s program for LeSquare has proven highly effective, helping to improve 

aesthetics while keeping waste collection costs under firm control.

Cutting-Edge Retail Development 

Needs Innovative Waste Solutions

“Progressive’s 

professionalism, 

accessibility and 

response speed, 

as well as our 

representative’s 

patience and 

focus on customer 

service, has made 

a major difference 

and added to 

our customer 

satisfaction.”

Ginette Lehoux, 

MBA/Director

Carbonleo Real 

 Estate Inc
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The ideal Success Story is one that contains:

•  A customer who had a difficult 
problem or challenge.

•  A creative solution your company 
provided to address that problem 
or challenge.

•  Positive results, preferably results 
that can be quantified!

• A testimonial from the client.

A Success Story is NOT:

• A “How I Made the Sale” story.

•  A story that focuses on the 
accomplishments of a particular 
individual.

•  A story that boasts how your 
company benefitted from the 
transaction.

Effective Success Stories 
are always about the 
CUSTOMERS and  
how they benefitted from 
doing business with you.
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Follow these 10 steps to create your Success Story:

1 Poll your sales staff to identify 
the most impressive solutions 

you have provided customers over 
the past year. What were the most 
difficult challenges your customers 
have faced? What were the most 
creative solutions you devised to 
meet these challenges?

2 Interview the salespeople 
responsible for your most 

impressive solutions to understand 
their stories in full. (A list of key 
questions appears in the next 
section.)

3 Write a draft story using  
the standard format  

provided in this guide.

4 Send the story to the 
originating salesperson  

to confirm its accuracy and make  
any necessary modifications.

5 Contact a customer 
spokesperson, if available, to 

secure a short testimonial statement.

6 Lay the final story out in the 
template you have created for 

this program. (See “Creating Your 
Success Story Template” section.)

7 Choose a photograph, stock 
or custom, to illustrate the story.

8 Review and proofread the 
final piece.

9 Convert the final document 
to high-resolution and low-

resolution PDFs.

10    Give your sales team 
access to the finished piece 

is to use in their sales activities.
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When conducting your Success Story interviews, ask the following questions:

1. Who is the customer?

2.  Where is the customer located?

3. What is the customer’s line-of-business?

4. When did this story take place?

5. What was the customer’s challenge/
problem prior to your company’s 
involvement? How was the customer 
suffering?

6. How did your company get involved? 
Was this a new business relationship or an 
existing one? If existing, for how long?

7. What did your company do to assess 
the situation?

8. What creative solution did you provide?

9. How/when was the solution 
implemented?

10. What have been the results? Are there 
quantifiable improvements to report?

11. Is the customer amenable to 
providing a testimonial statement? If so, 
who should be contacted?

http://go4tpg.com/
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The most effective Success Stories 
are short, easy to read, and have 
an engaging narrative. Based on 
the answers you received to the 
questions above, write your story in 
the following format:

•  Begin by providing an overall 
theme. Ideally, your story is a 
specific example of how to solve 
a problem common within a 
particular industry.

•  Introduce the customer and 
describe its line of business.

•  Describe the problem the customer 
was having and how that problem 
was manifested.

•  Discuss how your company got 
involved and what it did to assess 
the situation.

•  Describe the solution your 
company provided and how you 
implemented it.

•  Describe the improvements your 
solution provided, including any 
figures or other statistics to support 
your claims.

•  End with an implied call-to-action 
or claim of expertise, i.e. “To learn 
how we can provide a similar 
solution for your company, call us.”

A Success Story should be short and easy to read. 
The ideal length is between 250 and 300 words.
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How to Get a Testimonial Statement. CLICK BELOW TO NAVIGATE

Some customers may be reluctant to provide testimonial statements. Even 
those who are amenable may not have time to fashion one of their own. 

A Best Practice is to “ghost” a short statement that you then offer to a 
company spokesperson for approval and attribution. If the spokesperson 
chooses to revise the statement, so much the better.

While not essential, a customer testimonial is still the 
most powerful element a Success Story can include.
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Create a template to standardize the look and feel of every piece you create 
for your Success Story Marketing Program. Your template should include the 
following elements.

1 A company or Success Story  
program logo

2 An eye-catching  
headline

3 A place for your  
customer’s name

4  Between 250 and 300 words  
of narrative copy

5  An attractive photograph,  
either stock or custom, that  
supports the story content

6  A call-out box containing a short  
customer testimonial quote  
(if one is available)

7  A benefit statement, your clever 
summary of the success

8 Company contact information

Have your Success Stories 
available in both print- and 
lores-PDFs.
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Use your Success Stories in any situation that calls for you to establish 
credibility or otherwise demonstrate your company value proposition. 

Include them in:

Introductory 
Letters

Request for Quote 
(RFQ) Responses

Sales  
Proposals

Request for Bid 
(RFB) Responses

Request for 
Proposal (RFP) 

Responses

Communications 
with Existing 
Customers

Using Success Stories with current customers with a great 
way to maintain contact and drive future sales.
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Creating Success Stories should be an ongoing project. To maximize the 
program’s effectiveness:

•  Create at least one story to cover 
each of your customer verticals  
and lines of business.

•  Create at least one story to 
cover your company’s top value 
propositions, e.g. Service, 
Safety, Creative Solutions, 
Responsiveness, etc.

•  Create an online, searchable 
repository your sales team can 
access to find and download 
finished stories. 

•  A company intranet is a perfect 
portal on which to house your 
Success Story inventory.

• Keep your inventory current. 

•  Retire stories that are more 
than three years old or feature 
companies that are no longer 
customers.

•  Actively encourage your sales- 
people to create new Success 
Stories and use them to support  
all their sales activities.

The Peterson Group (TPG) has created an online, automated and systemized 
program for creating, housing and distributing Success Stories. Our programs 
have supported national and global companies such as Waste Management, 
Xerox Corporation, Volvo, County of Los Angeles, Southern California Edison 
and others.

For information about how TPG can implement a customized Success Story 
Marketing Program and other sales force optimization programs for you,  
contact TPG at (949) 752-8686 or sales@go4tpg.com. 

For More Information
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