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OUR CHARTER IN A NUTSHELL !

° Inspire trust!
The customer has a problem and is looking for a solution. The solution is you!

° Be excellent and proud of your work!
Being professional means doing the requested work with attention to the smallest detail.

° Defend the reputation of the Myspecialist network!
Use our collaborative program to refer other providers. You will also earn money thanks to your advertising.

° Be reliable!
Do not divert customers from the network!

INSPIRE TRUST

Why Create Trust?

The customer comes to Myspecialist because they are looking for a “solution” to a “problem”.
They will somehow entrust the resolution of this problem to someone they do not know.

They turn to Myspecialist because they have heard that all the providers in the network are competent and
professional BUT they will want to verify if this information is true.

Knowing that you are excellent in your job, the main challenge you have to face is to inspire trust in the
customer assigned to you.

How to create trust?

You never get a second opportunity to make a good first impression.

Example of a good experience for the customer: The customer requests a quote at 2pm. At 3pm you call the
customer to tell him that you've taken note of his request, but that you're on site and that you propose to call him
back in the evening to set up an appointment for the estimate in the next few days. As agreed, you call him back
in the evening and fix an appointment for 6pm the following day. You arrive at the appointment 5 minutes early
and, with a smile, you say to him: Thank you for choosing the Myspecialist network, how can | help you?

Example of a bad experience: The customer requests a quote at 2pm and 3 days later has still not been contacted.
Morality: In the first example, you have an 85% chance of converting your quote. In the second, the customer will

have already contacted other providers and won't have a good first impression of you. As the saying goes, you've
lost your chance to make a good first impression, and you'll never get that chance again.
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THE MYSPECIALIST KNOW-HOW

Dites ce que vous faites et faites ce que vous dites!

Example: You tell a customer that you'll call him back later or that you'll send him your estimate tomorrow; above
all, do it, and if there's a hitch, call him to let him know. In all circumstances, say what you do and do what you
say.

Smile! Be polite! Always ask if everything is clear and if you can help with anything else. The customer must feel
that you REALLY want to help.
Consider others, they'll consider you

Myspecialist's strength is its network and collaboration. Leave a business card or brochure with your QR code and
remind the customers at the same time that if they're looking for other providers like you for other jobs, they can
find other providers at Myspecialist who are just as competent as you are.

At Myspecialist, everyone advertises for everyone else, and you get paid for it.

THE RECIPE TO CONVERT QUOTES

° All our assistants have a Master's degree in sales and will certainly help you use the best practices to
convert your quotes. We're here to help you organize your appointments, create your quotes and invoices. Just
ask us!

° Be polite at all times!

° Smile and reassure!

° Call the customer you have chosen to handle within the hour to make an appointment.
° Use technical terms that show you're an expert.

° Use the detailed quote function for large quotes.

) For quotes over EUR 25,000, go and submit your quote in person.

° Say what you do and do what you say!
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COMMIT TO EXCELLENCE
° Smile even on the phone: smiles reassure, and customers need to be reassured because they don't know
you.
° As if it were the most important appointment of your life, make the customer feel that you care.
° Show that you're a pro by asking lots of questions which will prove you've mastered your subject.
° Take photos and notes (metrics). This will show the customer that you're committed and pay attention to
detail.
° We like to ask the question, " Madam or Sir, what is your ideal world?"
° Call your customer as soon as you've sent the quote just to let him know you've sent it and that you're

available for any questions or improvements he’d like you to evaluate.

DUTY OF LOYALTY TO MYSPECIALIST

° In the context of his work, the provider registered on myspecialist.be is required to meet the various
customers for whom he will be providing general services and to submit estimates to them on behalf of
Myspecialist.

° The provider agrees to never provide services on his own behalf, unofficially or officially, to Myspecialist’s
customers*, neither during the term of his contract nor after it has ended, and this on a permanent basis. He will
also refuse any proposal made by the customer to this effect.

) If this commitment is not respected, MYSPECIALIST reserves the right to protect its interests against the
provider at fault, by all legal means at its disposal, in particular by legal action for compensation. The provider is
liable to a fine of EUR 10,000 in accordance with article 1.9.2 of our General Conditions of Participation.

*In accordance with article 1.1.1 of the General Terms and Conditions of Participation, a Customer is any individual
or legal entity encountered directly or indirectly in the context of a Myspecialist referral, more specifically:

(i) any individual or legal entity who has submitted to Myspecialist a request to be put in contact with a Service
Provider via any communication channel, and for whom the Service Provider has provided a quote and/or ensured
its execution;

(if) any individual or legal entity recommended by the Customer as defined in point (i). For example: a friend,
family member, colleague, etc;

(ifi) any individual or legal entity who has become aware of the services offered by the Service Provider on the
premises where the service is provided for the Customers defined in points (i) and (i), including their neighbors.
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SPECIALIST’S SPOTLIGHTED PROVIDER:

Has lettered his car to advertise both himself and the other providers in the network;
Is responsive on the platform;

Is professional and honest;

Contacts the customer immediately after accepting his request;
Provides detailed quotes;

Sends his quotes within 72 hours, but ideally within 36 hours;
Respects in detail the commitments described in the quote;
Always takes before and after photos;

Interacts a lot with assistants in Madagascar;

Does what he says, says what he does;

Supports other freelancers in the network;

Uses the Myspecialist platform for all his customers.

By joining the Myspecialist network, | agree to abide by this Myspecialist Charter.

| declare that | have read and approved the Myspecialist Charter of Collaboration and Excellence.
(Date + Signature)
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