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Customer serviceCustomer service

� Customer service is often about 
perception rather than reality

� Customers are “buying” good feelings or 
solutions to problems

� When customer service fails it impacts 
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True value of customer serviceTrue value of customer service

� A typical business hears from only 4% of its 
dissatisfied clients

� The other 96% just quietly go away, 91% of 
those will never come back

� A typical unhappy customer will tell eight to 
ten people their problem. One in five will tell 
twenty

� It takes twelve positive service incidents to 
make up for one negative incident
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Why do we lose customers?Why do we lose customers?

� 3% move away
� 5% develop other friendships
� 9% leave for competitive reasons
� 14% are unhappy with the “product” or a 

particular person
� 68% quit because of an attitude of 

indifference from the owner, manager or 
some employee
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� 1000 x $120 x 2 = $240,000  Existing
� 1100 x $120 x 2 = $264,000  New clients
� 1000 x $150 x 2 = $300,000  Av spend
� 1000 x $120 x 3 = $360,000  No. of visits
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Increase average spendIncrease average spend

� Promote (and price) in multiples
� Offer a range at different price points 
� Add on services and products
� “Sampling” via Website or promotion
� Value add rather than discount
� Staff product knowledge
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Increase number of visitsIncrease number of visits

� Make it easy to refer
� Build a mail list, make it electronic
� Send reminder cards or a newsletter
� Start a frequent flyer program
� Send thankyou cards or make follow up 

calls
� Hold special events and promotions
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Ask yourself…Ask yourself…

� Are you missing opportunities for client 
service?

� Do you over promise and under deliver?
� Was this process developed for the business 

or the customer?
� Are you reactive or proactive?
� Is there a customer service WOW?
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RememberRemember

� People love to buy but hate to be sold 
� People are often looking for advice and 

recommendation
� We “buy” from people who understand our 

needs and wants 
� We tend to buy emotionally and justify with 

logic
� Problems are an opportunity to shine
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