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Welcome!

The Path to
an Exceptional
Customer Experience
Starts Here
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1. _91 % of customers who are unhappy with a brand will just leave without complaining.

2. If the company’s customer service is excellent, 78 % of customers will do business with a company
again after a mistake.

3. 93 % of customers are likely to make repeat purchases with companies that offer excellent
customer service.

4. 84 % of companies that work to improve their customer experience report an increase in their
revenue

5. Offering a high-quality customer experience can lower the cost of serving customers by up to 33 %

6. Companies that excel at customer experience have 1.5 times more engaged employees than less
customer-focused companies.

Agenda Overview

» Customer Service
Standards

» The Path to Exceptional
Customer Service 6] }' &8s kl

* Reinforcing Customer
Service




Panelist Question #1

» Why did you decide to focus
on customer service?

» What process did you follow?

» What obstacles did you encounter
and how did you overcome them?
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Customer Service Standards
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What? Why?
They define what a They set the clear
customer (internal and expectations so everyone
external) can expect from in the company knows
service and how it should what is expected of them.
be delivered.
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How?

Ask yourself, “If | were one
of our customers, what
expectations would | have
for exceptional service?”
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. Our customers are my top priority.

2. My interactions are professional and delivered with a warm smile.

3. | will respond to all requests within four hours.

4. | will ensure | never leave our customer in the dark — These are
communication is clear, transparent and time-bound. unique to your

5. I may not own the problem, but | do own the solution. R

6. | will proactively follow up until the case is closed.

Panelist Question #2

» How did you establish your
standards?

» How did you roll them out?

» What advice would you provide
relative to establishing and
institutionalizing the standards?

We Ballava that Exoaptona! Samvioe Sets us Apert.
and 1o Aefiect that We Wil ]
s Bl wyaire ey

A L o wy fcti ko [
OUR ESSENTIALS OF EXCELLENCE:
mpoyees
a g

b dodem- =

3/7/24



Path to Superior
Customer Satisfaction
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Panelist Question #3

* How do you reinforce customer
service?

* How are you measuring customer
service effectiveness?

» What results have you seen?

Leadership
Model the way

* Know and follow the standards and process
» Share success stories

Reward and recognize

» Customer Service Hero award

» Timely recognition

* Build into performance appraisal

Communication
* Incorporate into meetings
» Make standards visible

Hiring

» Interview for customer service skills
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Panelist Question #4

» What final advice do you
have for those on the call?

We Are Here to Help

» Offer customer service
training workshops

 Available for questions or
consultation

* Reach out anytime!

Contact Me
Any Time!

Sally Brause
Director, Human Resources Consulting

866-629-5118
sbrause@greatamerica.com
www.greatamerica.com/pathshare
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