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The Art of the 
Referral
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Why Referrals?

• Its easy to find information on the web

• Information may answer question, but 

does it actually address user need?

• What happens after they call that 

number or fill out that online form?
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Scenario
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The guy I hired to remodel my kitchen is not returning my 

calls. I need to file a complaint!



Click to edit Master title style

4

Strategy
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Develop better search strategy to get better results
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Reference Interview to Understand Needs
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What kind of outcome do you want after filing the complaint?

• I didn’t give much money

• I just want others to know they are unreliable

• I don’t have time to fill out a bunch of forms
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Better Business Bureau
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Oregon Department of Justice Consumer Protection
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https://bit.ly/2wjv9oc
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Lessons Learned?
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Spend some time understanding 

desired outcome behind question

Be informed about services available
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Be Informed
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211info.org


