Whatever happened

to customer service?
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THE STATE OF

CUSTOMER SERVICE

A The AmericanCusisiomSuSailistactinied shows oxatall
customer ssaistiativardeclining about & it et ycaay.

A Out of 21,500 ssiiwesyddrTdanas 2 AB)Daly 12.5%
feel that custane rseerideésiththeagdamne betbatthathan

one year8go.

A The most cammen ssevideeonipllaintarerelaiedad to
lack of respect.
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BEST PERFORMERS

A Restauttantsaadd lodgging

A Aulomnotie (Dealers)

A Banks antindiatddifiaaocibfifimss
A Retail

A Internet SeniiceFRoovitess
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WORST PERFORMERS

A Insurance

A Travel

A Healthcare

A Government

A Wiieliess antl IHuerecCoatppaites

A Just atsuttatyycoonpaagywithhascallceseier

| T



Copyright 2006 by Randy Glasbergen.
www.glasbergen.com

‘o
J

A

“I put you on hold, you put me on hold.
Everyone is holding, but nobody really

feels like they’re being held!” m




WHAT THE CONSUMER WANTS

A Recogiition of my name

A Recogriition of wheiher 1 @marepeat cusiomer
A A positive attitude

A Promptness,contitéegyandenthusiasim

A Caring, gemuiineinieiest in the transasian

A 6Can Do8 and NEWER 6Nb® 06

A Value for the expanse
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“If you are calling from a touch-tone phone, press 1.
If you are calling from a rotary phone, please hang up,
then go invent a time machine to take you into the 21st century.
When you get there, buy a touch-tone phone, call back and press 1.”







