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INTRODUCTIONS  



The State of  

 Customer Service  

(Itõs the little pink one next to Delaware) 





THE STATE OF  

CUSTOMER SERVICE 

ÅThe American Customer Satisfaction Index shows overall 

customer satisfaction declining about a point per year. 

ÅOut of  21,500 surveyed in January 2009, only 12.5% 

feel that customer service is the same or better than 

one year ago. 

ÅThe most common service complaints are related to 

lack of respect. 





BEST PERFORMERS 

ÅRestaurants and Lodging 

ÅAutomotive (Dealers) 

ÅBanks and related financial firms 

ÅRetail 

ÅInternet Service Providers 



WORST PERFORMERS 

ÅInsurance 

ÅTravel 

ÅHealthcare 

ÅGovernment 

ÅWireless and Phone Companies 

ÅJust about any company with a call center 





WHAT THE CONSUMER WANTS  

ÅRecognition of  my name 

ÅRecognition of  whether I am a repeat customer 

ÅA positive  attitude 

ÅPromptness, courtesy, and enthusiasm 

ÅCaring, genuine interest in the transaction 

ÅòCan Doó and NEVER òNoó 

ÅValue for the expense 






