Customer Service

One of the most important aspects of making the sale, and one that often wins or loses
customers, is customer service. If you have ever stepped into a business where you have been
greeted with a smile and treated kindly throughout the purchase process, you will probably
want to come back and purchase from that store or person again. However, if the sales
associate is rude and doesn’t help you find what you need, chances are you will not return to
the store a second time. For start-ups, customer service can be an advantage, as the business
can focus on a few customers at a time in a more personal manner. The bigger a company is,
the harder it is to manage many customers and sales associates on a personal level.

According to statistics on customer service, 70% of the customer experience or journey
depends on how they are being treated. The majority of customers fall in love with a brand and
are willing to pay a premium for amazing customer service, and they feel that great customer
service is more important than price. They will also share positive experiences with other
people - an average of eleven people. Furthermore, when a customer has a negative
experience, or feels unappreciated, they are more likely to switch brands, and a company has
to work harder to counteract a negative experience. It takes twelve positive reviews to
counteract just one negative, unresolved customer issue.

As an entrepreneur, focusing on customer service before and after the purchase is an effective
reminder that the company is trying to build trust and have a relationship with its customers.
This also helps with the process of branding, as you’ve learned.

One effective way to ensure great customer service is to create an operating manual for your
employees that includes proper techniques for customer service. These techniques can
include how to greet a customer, how to listen and help them get what they need, the
philosophy of your company, how far to go when insuring great service, and how to be creative
with customer service. Train your team and give incentives as you progress.

The entrepreneur and any administrators are the leaders of a company who must show the
same customer service to their employees. Walk the talk! If you realize that you are there to
serve your employees and enable them to create a great customer service atmosphere, then
the employees will share the same enthusiasm and energy toward their customers. Happy
employees turn into profitable customers.

Customer service doesn’t happen just in person or on the phone. Technology has enabled
people and companies to connect through email and social media, taking the conversation and
interaction online. Customers can now talk to the company employees, voice their concerns,
and get issues resolve through these avenues. These technological advances have provided
a bigger platform for customers to admire companies or complain about them. This love or
dislike can translate into social media posts, tweets, pictures, videos, and reviews for
thousands or millions of people to see and can help or tarnish a company.



