
The	
  Importance	
  Of	
  Good	
  Customer	
  Service	
  

In	
  today's	
  increasingly	
  compe33ve	
  business	
  world,	
  every	
  company	
  needs	
  to	
  
stay	
  on	
  their	
  toes	
  in	
  order	
  to	
  survive	
  in	
  the	
  long	
  term.	
  One	
  way	
  to	
  separate	
  your	
  
business	
  from	
  its	
  compe3tors	
  and	
  building	
  a	
  brand	
  that	
  stands	
  the	
  test	
  of	
  3me	
  
is	
  devo3ng	
  more	
  focus	
  to	
  customer	
  service.	
  Where	
  many	
  of	
  your	
  compe3tors	
  
are	
  likely	
  looking	
  to	
  cut	
  customer	
  service	
  down	
  to	
  a	
  minimum	
  in	
  order	
  to	
  
maximize	
  short	
  term	
  profits,	
  it	
  may	
  actually	
  be	
  a	
  beBer	
  idea	
  to	
  do	
  the	
  exact	
  
opposite	
  and	
  focus	
  on	
  building	
  long	
  term	
  value	
  and	
  a	
  large,	
  loyal	
  customer	
  
base.	
  

It	
  is	
  true	
  that	
  offering	
  only	
  the	
  bare	
  minimum	
  of	
  customer	
  service	
  will	
  likely	
  
increase	
  profits	
  in	
  the	
  short	
  term.	
  You	
  could	
  get	
  away	
  with	
  less	
  people	
  in	
  your	
  
staff,	
  and	
  as	
  long	
  as	
  you	
  do	
  the	
  basics	
  you	
  won't	
  have	
  too	
  many	
  disgruntled	
  
customers	
  complaining	
  about	
  your	
  company.	
  However,	
  it	
  is	
  also	
  likely	
  that	
  the	
  
customers	
  who	
  are	
  forced	
  to	
  deal	
  with	
  that	
  subpar	
  customer	
  service	
  will	
  
probably	
  not	
  return	
  to	
  buy	
  more	
  from	
  your	
  business.	
  They	
  also	
  won't	
  be	
  
recommending	
  you	
  to	
  their	
  friends	
  any3me	
  soon.	
  

Contrast	
  that	
  with	
  a	
  situa3on	
  where	
  they	
  got	
  a	
  hugely	
  posi3ve	
  impression	
  of	
  
your	
  customer	
  service.	
  Maybe	
  you	
  went	
  above	
  and	
  beyond	
  their	
  expecta3ons,	
  
taking	
  every	
  step	
  necessary	
  to	
  guarantee	
  their	
  sa3sfac3on.	
  In	
  that	
  situa3on	
  
they're	
  definitely	
  more	
  likely	
  to	
  become	
  return	
  customers,	
  coming	
  back	
  to	
  buy	
  
more	
  from	
  you	
  3me	
  and	
  3me	
  again.	
  Most	
  likely	
  they'll	
  also	
  recommend	
  your	
  
company	
  to	
  everyone	
  who'll	
  listen,	
  and	
  in	
  the	
  end	
  you	
  may	
  have	
  goBen	
  a	
  
handful	
  of	
  loyal	
  customers	
  just	
  from	
  one	
  perfectly	
  handled	
  customer	
  service	
  
situa3on.	
  

As	
  you	
  can	
  see,	
  offering	
  great	
  customer	
  is	
  likely	
  to	
  lead	
  to	
  increased	
  profits	
  over	
  
the	
  long	
  term,	
  even	
  if	
  it	
  costs	
  a	
  bit	
  more	
  upfront	
  (and	
  requires	
  a	
  bit	
  more	
  effort	
  
to	
  pinpoint	
  what	
  works	
  and	
  what	
  doesn't).	
  This	
  is	
  a	
  tradeoff	
  that	
  most	
  
businesses	
  should	
  be	
  more	
  than	
  willing	
  to	
  make.	
  What	
  good	
  does	
  it	
  do	
  to	
  make	
  
a	
  few	
  extra	
  bucks	
  today	
  if	
  you're	
  not	
  going	
  to	
  be	
  here	
  tomorrow?	
  

The	
  sad	
  thing	
  is	
  many	
  businesses	
  fail	
  to	
  consider	
  this,	
  and	
  as	
  customers	
  we're	
  
oOen	
  forced	
  to	
  deal	
  with	
  poor	
  customer	
  service	
  from	
  a	
  variety	
  of	
  companies.	
  
The	
  main	
  offenders	
  are	
  usually	
  large	
  corpora3ons	
  who	
  care	
  more	
  about	
  next	
  



quarter's	
  profits	
  than	
  their	
  customers,	
  but	
  even	
  some	
  smaller	
  companies	
  fall	
  
vic3m	
  to	
  this	
  mentality.	
  Don't	
  be	
  one	
  of	
  them!


