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Chapter 1 : The 8 Core Principles of Good Customer Service
The book does not compare traditional customer service with killer customer care as it could to make the concept really
come alive. Opening comments suggest the book is intended for senior executives, yet the unusual size of the book and
cover design are atypical for what would appeal to executives.

Awards, recognition and projects Step One: Resume Research The first step for your new and improved
customer service resume is research. If you dealt with customers in any capacity, that was customer service.
Focus on the aspects of your prior jobs that are relevant to your current customer service job search. Once you
find the jobs that involved customer service, whether directly or in addition to your other duties, identify some
accomplishments and skills. Maybe you brought in new customers, designed an event flier, or got promoted
from busser to server in a restaurant. These are all examples of accomplishments and skills you gained at that
job. This information is critical to constructing a professional resume that will not only impress potential
employers, but also accurately reflect what you have to offer. Hiring managers want to know you can satisfy
their clients, grow their business, and help bolster their reputation. But an inappropriate email address or any
other mistake in this first section can get your resume quickly passed over. Here are some quick tips for this
basic section of your customer service resume: Use your proper name â€” no nicknames. Use your cell
number, not your current work or home number, and make sure your voicemail greeting is professional. Create
a career summary or branded statement Traditionally, resumes always started with an objective. For instance,
you may have something like this on your existing customer service resume: To obtain a customer service
position that allows me to use my extensive experience interacting with customers in a consumer facing or
B2B business environment to support company goals and initiatives. If you want to make this part of your
resume really shine, consider using a personal branding statement or a career summary instead of an objective.
These are great choices for a customer service resume. They can quickly describe the things that make you an
excellent customer service representative. Employers want to know what you can do for them, not the other
way around. Crafting a personal branding statement A personal branding statement sums you up in one
sentence that states what you bring to the table. Consider something like this: I have a passion for customer
service and I can create innovative solutions to keep customers committed to your brand and have them
coming back for more. Or, you can make your branding statement action-oriented to describe what you do
rather than what your attributes are. I help companies increase profits and improve their reputation through
innovative customer service solutions, never saying no, and not closing an interaction until satisfaction is
achieved. Strong adjectives to consider: Language that shows off your listening and problem-solving skills is a
must. Keep it short and tight. Constructing a career summary You should opt for either a career summary or a
personal branding statement, not both. What should determine your choice of summary or statement is where
you are in your career. However, if you have years of customer service experience, a career summary is a
stronger choice since you have solid evidence of your background in the field. A well-written customer service
career summary helps recruiters and hiring managers quickly identify your skills without having to sift
through your entire resume. Unlike the branding statement, which is just a line or two, the career summary is a
bit longer. It should present your key strengths and career highlights in an easily scannable format. Here are
the components of a winning career summary section: Title â€” This should reflect your professional identity.
It need not be your most recent job title or the title you aspire to, but the title that best describes what you do.
Summary â€” Three or four lines of text, which should be written in third person. You want to describe what
you have to offer as concisely as possible. Think of two or three things that best define you as a customer care
professional. Some examples would be your ability to resolve situations rapidly, your track record of
improving call center response times, high customer satisfaction ratings, or advanced training or certifications.
Next, consider what you like most about your work and where your passions lie. You should tweak your
resume, including the summary, for each customer service position you apply for. This allows you to bring
forward the skills that are most relevant to the job. Customer Service Representative blends academic training
at the University of Tampa with internship and call center experience in a retail and consumer credit capacity.
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Fast learner committed to customer satisfaction, managing customer conflicts and complaints. For a mid-level
customer service career summary, consider something more like this: Customer Service Supervisor
accomplished in conflict resolution and associate training. Effective in face to face, online, and telephone
interaction with customers across many industries. Customer Service Manager with deep experience in
enhancing customer experience through mentoring and coaching. Of course, your own customer service
experience will determine how your summary is crafted, but remember to call out your best skills and
accomplishments. Look at the job list you prepared in your research phase. If you have years of work
experience, you need not include anything but customer service jobs. Ideally, your resume should be no longer
than a page no matter how many years of experience you have. That means eliminating older entries and
honing your recent work experience down to the best representation of you as a customer service employee.
This can leave the impression that you were inexplicably out of work for two years. Instead, list the clerical
role, but focus on the customer service aspects of that job. Your work experience entries should be a roster of
your achievements, not your work duties Think about your work accomplishments in terms of challenges you
faced, how you overcame problems, the results of your initiatives, and the value you brought to your
employers. Go back to the research you did before you started your resume, and look at the list of jobs that
were directly or indirectly related to customer service. List your accomplishments using quantifiable terms
that are directly relevant to customer service and the job you want. Calculate the impact you had in each role.
Some examples of quantifiable accomplishments would be improvements in satisfaction, increased call
volume, contracts obtained, or performance awards. Assess your effectiveness on the job and indicate that in
your customer service resume. That means looking into your performance. Did profits or sales increase as a
result of your work? Did you generate repeat business by your efforts? Did you develop enhancements or
improvements? Did you increase productivity? What challenges did you face that you successfully resolved?
How did you resolve them? Did you or your team receive any awards or recognition? Did you complete any
advanced training programs? Numbers are excellent resume fodder, especially for customer service positions
that rely on metrics of productivity measures. These should be tangible skills, not just run of the mill things
that everyone puts on their resume. To create your customer service skills list, it helps to first write down all
the work-related skills you can think of, just like you did when researching for your work experience section.
Think about what you are good at and how it might apply to a customer service job. Here are a few ideas to
get you started. You might not use the exact wording, but thinking about the customer service skills on this list
will help you decide what to put on your resume.
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Killer Customer Care How to Provide Five Star Service That Will Double and Triple Profits Entreprene.

And if you are like me, you probably have used their strings for both electric and acoustic guitars. They are the
industry leader. Their strings come as standard equipment on many new guitars, including a Breedlove Oregon
special edition I bought a couple of years back. I was not deliberately looking for a guitar when I stumbled
across that instrument, but it blew me off my shoes. It was exceptional, one of only 24, and I was not about to
let someone buy it out from under me. Like any guitarist does, I tried other strings on the guitar, with mixed
results. I finally came back to the EXPs, and fell in love with this guitar all over again. Most strings started out
too bright with too much fundamental, mellowed enough to sound just right for a brief period and then died a
slow, tonal death. The EXPs went on as a fresh set sounding great and stayed that way for an extended period.
But then, the unthinkable happened. They started using this proprietary NY Steel material, designed to make
the strings stronger and more pitch stable. The old strings stayed in tune fine. I figured, well, they will still
sound good. I went back on my tone quest, settling mostly on Martin Marquis strings. They sounded very
good. Different from the original EXPs, but they brought out the complexity and depth of this instrument.
Then, another string manufacturer sent me a free sample of a new string product, and I strung them up on this
Breedlove, replacing a set of Marquis that were maybe a month old and starting to lose their zing. The results
were disappointing. The improvement over the free sample set was remarkable. And a couple days later, I got
a response from a customer service specialist: Hello, Thank you for your e-mail. To be honest most love the
new version. I do have a few sets of the older type I would be more than happy to send you. Should I try to
find a bunch of them and send them off? I told them that was very kind, but I did not want to inconvenience
them. The service rep persisted, however, insisting it was no trouble. I now have probably some of the last
original EXPs on the planet right here next to my beloved Breedlove Oregon. They are the big dog
manufacturer in the space, but there are plenty of other people I can buy good-sounding strings from. Sure,
they discontinued a product that I love. The gentleman who responded to my note could not fix that. But you
know what? I am not some type of rock star or even a gigging musician. But they listened to me anyway. They
did what they could. And they just made me feel like a million bucks. Maybe we can all learn from this about
the importance of listening, empathizing, and doing what we can.
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Killer Customer Care is filled with valuable tactics, including important management considerations such as
measurement and teaching of the concepts. It will be a worthwhile read for owners of small and medium-sized
businesses seeking approaches to building long-term relationships with customers.

Actionable customer service tips and ideas, delivered weekly. No sales pitches, no games, and one-click
unsubscribe. You arrive home to the joyous surprise of discovering a handwritten card â€” real mail! We are
card-carrying members of the Snail Mail Fan Club and we suspect you are, too. Download this handy guide to
building a loyal customer base. So from one Snail Mail Lover to another: Of course you appreciate them, and
want them to return and recommend you. Handwritten thank-you notes are a proven and relatively painless
way to go about earning customer loyalty. In one experiment that aimed to increase personal contact between
troubled youths and the case managers helping them, the case managers and their supervisors received weekly
thank-you cards sent from the homes they visited. These thank-yous prompted an increase from 43 percent of
youths receiving a weekly visit to 78 percent. When the thank-you cards stopped, the visits dropped back
down to 50 percent. A whopping 38 percent of people who received a thank-you note were more likely to give
again. As Robert Cialdini explains in his bestselling book Influence: The Psychology of Persuasion , the
principle of reciprocity is a powerful motivator. When customers receive a token of appreciation as heartfelt as
a handwritten thank-you note, they feel compelled to return the favor â€” ideally with repeat business, and
public advocacy of your product or service. Thank you helpscout for the amazingness! Rocking my new t-shirt
and laptop sticker right now: A company that takes the time to include a hand written thank you note?! Blue or
black ink is ideal. Do use note cards or stationery that reflect your business. A postcard does the trick, too. Do
respond in a timely fashion. Stickers are A-OK, though. Send a token of appreciation along with your note.
Depending on the occasion, we send a book, stickers, a T-shirt or even baked goods. Funny, yes â€¦ but
probably not appropriate for your customers. Instead, follow this simple thank-you note formula: Include
details about why enjoyed your experience with this customer â€¦ this is a prime opportunity to be specific and
thoughtful. Thank you for sticking with us for so long, and for all the feedback you offered when we were beta
testing the Plus Plan. Thanks for always being such an awesome customer. Thank you so much for bringing
your whole team onboard with Help Scout while you were testing out different help desks. Your advocacy
means the world to us, and it was a true pleasure working with your team during the process â€” you even
inspired us to make a fix that improves our product for thousands of other people! See you at SupConf next
spring! Best, Mat at Help Scout p. Choosing your stationery Need help shopping for the right thank you card?
We also adore the truly special pop-up cards from Lovepop. Embossing, debossing, foil stamping and
letterpress are all fun things if you have a bigger stationery budget. Subscribe to the Help Scout blog! Join the
gang of savvy subscribers who receive original, well-researched articles about company culture, customer
service, and building a better business every week. Is it cheating to use thank-you note apps? Choose a photo
from your own library, and trace your message and the address even the envelope is handwritten. They take
care of the mailing. A gesture well worth the time You can exhibit sincere gratitude in a well-worded email,
but there are many occasions when you should make the extra effort to mail a real note. Thank-you notes keep
a line of communication open between you and your customer, and they keep your name in their mind.
Sending a handwritten thank-you note is always worth the few minutes it takes. Join , customer-obsessed
readers on our mailing list. Help Scout Help Scout makes customer support tools that keep customers happy as
you grow. Try it free today!
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Chapter 4 : Customer Help and Support Center
customersupport@calendrierdelascience.com 0 Call Timing between am to pm. Note: Customer Service being provided
by Nixon Enterprises.

I asked him to weigh in on how to create happy customers -- the Google way. Start by understanding
engagement. One of the simplest ways small businesses can do this is to send a short online survey, after
someone has signed on or after they have posed questions via Internet or phone. By using a tool such as
Survey Monkey, you can create a link at the end of an email that allows the customer to click through and
answer two to four questions. For that, Satadip suggests that small businesses use Relationship Customer
Satisfaction Surveys, which contain questions that provide customers with the opportunity to give feedback on
not just one or two interactions, but on how they feel about their relationship with the company -- as a whole.
Use the data wisely. Gathering your customer data is one thing; making it meaningful requires understating
what the underlying drivers are of the levels of engagement you have uncovered. Satadip says that in some
cases, it may be the quality of customer service, in others, a combination of service and product. Not all
support channels are equal. In part, great customer experience is about clients being able to find the
information they want and need to evaluate and use a product or service quickly and easily. Some of the
questions to consider include: Is my customer looking for someone to talk to on the phone to place an order, or
does my business lend itself to the order being placed online? Does my website have sufficient information on
it to educate my potential customers about how they can do business with me? Does the question phase of my
interactions with customers need to be in person or on the phone? Is there a role that "chat" could play in my
initial contact with potential customers? Deprioritize action and prioritize continuous improvement. Even
when a company goes to the effort to collect data, they are often at a loss with what to do with it. Satadip says
that many entrepreneurs and small businesses equate data with math, and too much math can seem
overwhelming. Likewise, I have noticed a certain mental challenge and intimidation factor: In my experience
this type of continuous improvement approach is key to gaining ground on customer satisfaction and does so
in a way that keeps the company sane. In my plus years of consulting, I have seen many a well-intentioned
customer-experience plan fall by the wayside due to trying to measure, manage and improve too many metrics
at one time. The thing that most struck me about my conversation with Satadip was how straightforward and
commonsense his approach was. For a guy who is responsible for customer success for one of the most
famous companies on the planet, he was pretty down to earth. But then again, in a world where the Internet
makes almost anything possible, neither common sense, nor customer excellence, is so common. Oct 24, More
from Inc.
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It means we act and speak in different ways when we face different situations. We speak one way to our
family and another way to our friends and still another way to our coworkers. These eight phrases are
normally used with good intentions, yet they are damaging to customer relationships. Yeah, your company
promised me delivery on Tuesday. Did you see what happened here? The customer went from upset to furious.
This can be handled much better. Now please tell me exactly what happened and I will get to work on fixing
this. Telling a customer how to act is never a good idea. This is Darius Jones. We spoke last week and you
asked me to call today to arrange installation of the new pump for our hydraulic press. Um, regarding your
new pump, can I be honest with you? No, I want you to lie to me. Yes, of course you can be honest with me!
There are several variations of these words that needs to be dropped as well, such as: Let me be perfectly
frank. You want the truth, right? Can I be candid with you? Asking if you can be honest with them buys you
nothing and in most cases will reduce your credibility. Jones, thanks for calling. Thanks for calling Logimax
support. This is Colleen Jenkins and I wanted to call and say that your company did a great job. My original
shipment was late, but I just received the replacement phone that you shipped overnight. I wanted to call and
thank you. That was a very nice gesture on the part of the customer. All too often when you straighten out a
problem there is no indication of thanks from the customer. They expected you to fix the problem and rightly
so. Here was a case where the customer took the time to call back and thank you. So, how should this have
been handled? We appreciate you calling to let us know. They are actually about the habit of complaining
about your company to the customer. Why go out of your way to give the impression that your company has
internal problems? It happens all the time. Why do some people feel the need to talk down about their
company? If you were the customer, would this give you a feeling of confidence about doing business with
them? Sure, every workplace occasionally has its drawbacks. But sharing negative details about your
workplace with a customer serves no positive purpose. In many cases it leaves that customer with a negative
feeling. Please bear with me while I work to locate that exact part number for you. There is no value in sharing
negative information about your company. You get busy, you take a call and the person says their name, but it
gets past you. They said it too fast, or maybe there was noise in the background. Sometime during the
conversation, though, you will need that name. I just received that promotional email and I would like to order
a new charger for my phone. I can help you with that. I know you just gave me your name and I missed it. My
name is Jessica. Acknowledge their request echo it back. Apologize for not getting the name. Tell the truth
about why you missed their name. Reintroduce yourself; request the name again using our fill-in-the-blank
technique. What do you sense when somebody says to you: Yes we can do that, but â€¦. That outfit looks
really nice on you, but â€¦. Yes, of course I love you, but â€¦. My company ordered 6 new monitors. It turns
out that we only need 5. Can I ship one of these back to you for credit? If only he had a smoother method to
get that information across. So we do need a buffer, that is, something nice or soft to say before we turn down
the customer. You need to return one? The idea is to provide the best possible service within the limits of
these guidelines. Take a look at paragraph 4. It says that unless all services are handled by our company the
warranty becomes null and void. I was at our lake house, which is miles away from your approved service
center. Customers realize every company needs rules so things run smoothly, but they also think every
company needs to be willing to make special exceptions. In this case the customer was forced to make a
decision because of a defective product. Standing firm on a policy that might lose a customer can be
dangerous. Sir, your explanation makes sense to me. What phone number can I use to reach you then? That
was much better! Instead of being unreasonable and confrontational, Jessica assured the customer that she
would explain exactly what happened to see if an exception could be made. We might see quizzical facial
expressions or other body language. You can try different wording to help them understand better. My screen
is totally frozen. Let me see if I can help you by walking you through a fix. Before we get started, have you

Page 6

DOWNLOAD PDF KILLER CUSTOMER CARE
tried a hot restart? You mean like pressing the escape key? You obviously know your products and services
far better than the customer. We often can accomplish this by using different words. You may need to simplify
your explanation to be effective. Well, let me walk you through the restart process. Now, at the same time,
press the control button, the delete button and the F5 button. Hold those down for three seconds â€¦. This agent
took responsibility for clearly communicating with the customer. Be aware and avoid the words and phrases
that already have proven to be likely candidates for misinterpretation. Always avoid these Killer Words of
Customer Service:
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Setting the stage for your killer customer care program --ch. 3. How to develop your own unique vision of killer customer
care -- ch. 4. Institutional listening: understanding and anticipating your customer needs -- ch. 5.

Actionable customer service tips and ideas, delivered weekly. No sales pitches, no games, and one-click
unsubscribe. Luckily, there are a few universal skills that every support member can master that will
dramatically improve their conversations with customers. Attentiveness The ability to really listen to
customers is so crucial for providing great service for a number of reasons. Earlier I went over a few customer
feedback systems , and before that I showed you the data on why listening to customer feedback is a must for
many businesses who are looking to innovate. When it comes to important points that you need to relay
clearly to customers, keep it simple and leave nothing to doubt. Download Your Free Guide From your initial
search to final purchase and setup, this unbiased resource will help make choosing any help desk easier.
Knowledge of the Product The best forward-facing employees in your company will work on having a deep
knowledge of how your product works. Ability to use positive language Sounds like fluffy nonsense, but your
ability to make minor changes in your conversational patterns can truly go a long way in creating happy
customers. Language is a very important part of persuasion, and people especially customers create
perceptions about you and your company based off of the language that you use. I can place the order for you
right now and make sure that it is sent to you as soon as it reaches our warehouse. Every great customer
service rep will have those basic acting skills necessary to maintain their usual cheery persona in spite of
dealing with people who may be just plain grumpy. Time management skills Hey, despite my many
research-backed rants on why you should spend more time with customers, the bottom line is that there is a
limit, and you need to be concerned with getting customers what they want in an efficient manner. The trick
here is that this should also be applied when realizing when you simply cannot help a customer. This is an
important part of the personalization process as well, because it takes knowing your customers to create a
personal experience for them. A calming presence There are a lot of metaphors for this type of personality:
Ability to handle surprises Sometimes the customer support world is going to throw you a curveball. When the
problem is noticeably out of your league, what are you going to send to the people above? The full
conversation, just the important parts, or maybe some highlights and an example of a similar ticket? When it
comes time to get someone else involved, how are you going to contact them? For instance, at Help Scout we
use our own product to assign conversations to another team member , or mention the person from whom we
need help in a note within the conversation. Especially true if your email is available on-site, like ours. To
truly take your customer service skills to the next level, you need to have some mastery of persuasion so you
can convince interested customers that your product is right for them if it truly is. Tenacity Call it what you
want, but a great work ethic and a willingness to do what needs to be done and not take shorcuts is a key skill
when providing the kind of service that people talk about. Being able to close with a customer means being
able to end the conversation with confirmed satisfaction or as close to it as you can achieve and with the
customer feeling that everything has been taken care of or will be. Getting booted after a customer service call
or before all of their problems have been addressed is the last thing that customers want , so be sure to take the
time to confirm with customers that each and every issue they had on deck has been entirely resolved. Your
willingness to do this shows the customer three very important things: Empathy Perhaps empathy â€” the
ability to understand and share the feelings of another â€” is more of a character trait than a skill. Willingness
to learn If you came across this article and read all the way to the bottom, you likely already have this skill
nice job! We also love how the Buffer team approaches this skill with their wonderful customer happiness
updates. The updates are public, detailed, and go through how the support team and the company at large
handled incoming emails for the month. Now we need to hear from you! Which of the 15 customer service
skills addressed above do you feel is most important? Are there any we missed? Let us know in the comments!
As a special thanks for reading, feel free to download our free guide on Writing Better Customer Support
Emails â€” your customers will thank you for reading it! This post has been updated for accuracy and
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freshness.
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Alert: Fraudulent Entities Posing as iolo, System Mechanic, or Avangate. Please be aware that iolo Customer Care
Agents, or agents from iolo's payment processor, Avangate, do not initiate outbound phone calls or emails based on
alerts or errors from the product.

Say you want to improve at swimming. One way would be to go for a daily swim at your local lake. But only
until a certain plateau. An alternative approach would be to get a teacher who makes you understand the core
principles of swimming , like decreasing drag and improving propulsion. That also holds true for customer
service. You could dive right in with specific customer service techniques ; or you could start with the core
principles governing the quality of customer service in the first place. Here are the 8 core customer service
principles. According to a Warwick University study , responsiveness has the highest impact on both customer
satisfaction fast response and dissatisfaction slow response. The average American spends 13 hours per year
and 43 days per lifetime on hold for customer service. Alex Stone describes it as a " timeless form of torture ".
So if you want to improve your service, responsiveness is a good place to start. You can track various types of
service speed, like: How quickly a customer receives a response on her inquiry. The total average time
between responses. If your email ticket was resolved with 4 responses, with respective response times of 10,
20, 5, and 7 minutes, your average response time is The average time before an issue is resolved. First contact
resolution ratio. The number of issues resolved through a single response, divided by the number that required
more responses. Service speed is based on various factors, like: Some communication channels are faster than
others. It could take longer than a day to receive a response. Customers use the phone because they want to get
help now, but the waiting line experience often shatters this hope. Live chat is probably the fastest support
channel due to one rep being able to chat with multiple customers simultaneously. Live chat and messaging
are the fastest contact channels. The more knowledgeable, the fewer questions the rep needs to grasp and solve
the issue. Also, training can boost typing speed, the mastery of macros , and explanation techniques. More
skilled employees require less time to resolve issues. The extent to which frontline employees can make
decisions and bend the rules on their own. What sets service operations apart is the intensity of variability
caused by the customer. In other words, there will always be unexpected situations. A non-empowered
employee needs to escalate the issue to her managers. An empowered employee, on the other hand, can make
the judgment call herself â€” which drastically reduces costs. Chris DeRose and Noel Tichy share some good
tips on how to empower your service reps. One metric for measuring accuracy is things gone wrong.
Worldwide The Accuracy Principle gets interesting when we look at the factors affecting it: Even more than
for speed, service training is crucial to raise accuracy. While training for speed focuses more on skills, training
for accuracy is about expanding knowledge. Bill Quiseng Information systems. The generation, flow, and
access to information are crucial for service accuracy. With a fluid integration of your database, CRM, and
helpdesk systems, service reps will have the relevant information at the right time. Support is a team sport. To
solve an issue you will often depend on the input from your colleagues. But the quality of this internal
communication depends heavily on the quality of your company culture. Internal politics, competition, and
inter-departmental misgivings can block effective collaboration. When accuracy is the what, clarity is the how.
We all know some people who just have a knack for explaining things. Those who make the complex sound
simple, natural born teachers. What is it that makes a sentence easier or harder to grasp? The mother of clarity,
but sadly often not receiving the respect it deserves. Simplicity is a matter of efficiency. The less mental effort
it takes to process the same meaning, the better. To raise simplicity, reduce the length of your sentences and
words, minimize commas and dependent clauses, and use common words. Structure increases processing
fluency. It becomes much easier when you split it up in a clear structure: It works the same with sentences.
You could stick to a what? Or, popular among sales people, to a Features - Advantages - Benefits structure.
People have a hard time grasping new concepts. You reduce the core message down to something we can all
relate to, thereby reducing the scare of the topic. Jargon is a common destroyer of clarity. By using words your
customer is unfamiliar with, you give her mind cause to doubt and wander off. Not knowing what is
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happening or why makes us uneasy. Which is why transparency is just as critical to service as speed and
accuracy. Known versus unknown waits. The Psychology of Waiting Lines explains that uncertain waits, not
knowing how long the wait will be, and unexplained waits, not knowing the reason for the wait, both make
queueing more painful. In one of their experiments, two groups of participants searched on a website for
airplane flights. After typing in their destination and date, group A was shown the typical loading bar known
wait. Group B was shown not only the loading bar, but also a list of all the airlines being searched. Looking
for better customer relationships? Test Userlike for free and chat with your customers on your website,
Facebook Messenger, and Telegram. Read more Both groups were presented with the same results page. But
while the website of group A showed the results instantly, the website of group B loaded for 30 - 60 seconds.
Still, group B gave higher service ratings! Seeing the work that went into delivering the results gives
satisfaction. Seeing the work put into the service raises the satisfaction. A similar experiment was conducted
with dating sites. When the shown matches were good looking, the effect was positive. But when the matches
A now famous Harvard experiment shows the power of explanation. It tested how willingly people would
allow someone to cut in line at a photocopying machine. The people in the line were asked 3 slightly varying
questions. Could I use the Xerox machine? Could I use the Xerox machine because I have to make some
copies? As long as you give some reason. From my experience of doing live chat support , I know the
temptation of diving right into solving mode upon a customer issue. For a long time, the entire customer
service theory focused on delighting the customer â€” on exceeding expectations. A research by CEB ,
however, showed that it pays off more to focus on reducing customer effort instead. The marginal benefit of
investing in customer satisfaction levels out fast. While effort also depends on factors like speed and accuracy,
accessibility is its biggest hurdle. You can get this data through post-service or in-app surveys. How many
actions does a customer have to take to get an answer to her question? Live chat on the website has a low
effort score. So does messaging, support via e. Facebook Messenger or WhatsApp. CEB actually showed that
customers value fast and easy resolution over choice. At what times is your service available? Many customers
will think of questions outside of standard office hours. When there are no service reps around, accessibility
can still be maintained through e. A good service offers this feeling to its customers.
Chapter 8 : KILLER WORDS OF CUSTOMER SERVICE #7 Killer Words of Customer Serviceâ€”"SORRY, THAT'S OUR POLICY." Most organizations have a series of rules,
regulations and policies that dictate their operation in order to run efficiently. The idea is to provide the best possible
service within the limits of these guidelines.
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The 4 Keys to Killer Customer Service. The secret to a loyal customer base is no secret at all: Great customer service
will bring them back every time.
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