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What is customer service? 

a series of activities  
designed to enhance customer satisfaction  

+  

the feeling that a product/service  
has met or exceeded  

the CUSTOMER EXPECTATION 



NOT Customer Service 

   Nobody spoke to us or tried to help us while we were there. 
 

   The floors were dirty and needed sweeping. 
 

   Some workers were very friendly and greeted us with a smile   
 but some workers ignored us. 

 

   The woman at the checkout was joking with her friend instead   
 of attending me. 

 

   Every time I visit the staff is very rude to me. 
 

   The parking is very tight and hard to get in and out of. 
 

   The employees were not polite and not pleasantly dressed. 
 

   They need to work on presenting their products. 
 



Customer Loyalty Statistics 

• 78% of consumers are not loyal to a particular brand (Nielsen) 

• 61% of Americans switch brands due to price (Nielsen) 

• Female consumers (68%) are more loyal to brands than 
males (55%) (Analytic Partners) 

• 70% of customers cite poor customer service as a reason for 
not buying from a brand (McKinsey) 

• 85% of consumers say companies could have recognized & 
rewarded them for doing business with them (Accenture) 

http://www.nielsen.com/us/en/newswire/2014/connecting-through-the-clutter-stay-ahead-of-consumers-to-win-in-todays-fragmented-markets.html
http://www.nielsen.com/us/en/newswire/2013/the-price-is-right-incentives-that-stimulate-switching-behavior.html
http://online.wsj.com/article/PR-CO-20130416-907778.html
http://www.mckinsey.com/insights/organization/the_moment_of_truth_in_customer_service
http://www.accenture.com/SiteCollectionDocuments/PDF/Accenture-Global-Consumer-Pulse-Research-Study-2013-Key-Findings.pdf


61% of retailers cite customer retention as their biggest 
challenge (Retail Systems Research) 

 

80% of shoppers would switch stores when offered a 
compelling promotion (Market Track) 

 

70% said they would remain loyal to certain retailers 
because of good customer service (PriceGrabber) 

 

55% are willing to pay extra for products and services 
from companies that are committed to positive social 
and environmental impact (Nielsen) 

 

73% of consumers would recommend a restaurant more 
if it offered an appealing rewards program (Loyalogy) 

http://www.rsrresearch.com/2013/09/10/new-marketing-data-back-to-the-future/
http://www.businesswire.com/news/home/20130822005390/en/National-Study-Finds-Retailers-Shopper-Motivation-Loyalty
http://www.prnewswire.com/news-releases/holiday-shoppers-expect-discounts-due-to-the-current-state-of-the-economy-according-to-pricegrabber-survey-228603711.html
http://www.nielsen.com/us/en/reports/2014/doing-well-by-doing-good.html
http://loyalogy.com/2014/02/loyalogy-2014-consumer-study-restaurant-rewards-programs-boost-visits-35/


Prepare for Great Customer Service 

Consistent hours 
 

Meet and Greet 
 

Loyalty program 
 

Sell your best features 
 

Know your customers 

 Lighting is a must 
 

 Make parking easy 
 

 Signage 
 

 Be eye-catching 
 

 Be open to change 



Improve Your Business in 30 Days 
(without spending a lot of money) 

 

Loyalty Program 
Answer The Phone 

Listen To Your Customers 
Deal With Complaints 

Empowerment 
Be Helpful 

Train Your Staff 
Communicate 



10X 
A loyal customer is 
worth up to 10 times 
their first purchase.  

Loyalty 

• Finding a new customer is 6-7x more 
expensive than keeping a current one! 



 Fix Problems: Resolve complaints in the customer's 
favor - 70% of the time, they will do business with you 
again 
 

 Treat Them Right: 70% of buying experiences are 
based on how the customer feels they’re being treated 
 

 Be Personal: Ask for and use the customer’s name 
 

 Take their call! In the last year, 67% of customers have 
hung up because they could not talk to a real person 

How to build loyalty 



 Always do more than is required of you. 
         

If you wow me, I will talk about it and share it. 
 

Well done is better than well said. 
       

Don’t make promises unless you WILL keep them. 

Wow Your Customers 



A customer is  
the most important visitor on our premises. 

 

He is not dependent on us; 
we are dependent on him. 

 

He is not an interruption in our work; 
he is the purpose of it. 

 

We are not doing him a favor by serving him; 
he is doing us a favor allowing us to serve him. 

        Gandhi    


