
How	
  To	
  Improve	
  Customer	
  Service	
  In	
  Your	
  Business	
  

Nothing	
  is	
  as	
  important	
  for	
  the	
  long	
  term	
  survival	
  of	
  a	
  company	
  as	
  providing	
  
quality	
  customer	
  service.	
  Failing	
  to	
  do	
  that	
  will	
  almost	
  certainly	
  lead	
  to	
  losing	
  
customers	
  to	
  compe:tors	
  who	
  are	
  willing	
  to	
  go	
  the	
  extra	
  mile	
  for	
  them.	
  To	
  be	
  
able	
  to	
  stay	
  compe::ve,	
  a	
  company	
  needs	
  to	
  constantly	
  strive	
  to	
  improve	
  their	
  
customer	
  service	
  and	
  meet	
  the	
  ever	
  increasing	
  demands	
  of	
  customers.	
  

There	
  are	
  a	
  number	
  of	
  ways	
  to	
  improve	
  customer	
  service	
  in	
  a	
  business.	
  While	
  
every	
  business	
  is	
  different,	
  there	
  are	
  s:ll	
  a	
  few	
  things	
  that	
  is	
  virtually	
  
guaranteed	
  to	
  lead	
  to	
  increased	
  customer	
  sa:sfac:on:	
  

Fast	
  response	
  :mes	
  

There's	
  nothing	
  as	
  frustra:ng	
  as	
  sending	
  off	
  an	
  e-­‐mail	
  to	
  a	
  company	
  and	
  having	
  
to	
  wait	
  5	
  days	
  for	
  a	
  short	
  reply.	
  When	
  it	
  comes	
  to	
  response	
  :mes,	
  faster	
  is	
  
always	
  beEer,	
  and	
  that	
  goes	
  for	
  both	
  phone	
  and	
  e-­‐mail.	
  The	
  one	
  excep:on	
  is	
  if	
  
quality	
  is	
  sacrificed	
  in	
  order	
  to	
  respond	
  faster,	
  so	
  avoid	
  doing	
  that.	
  

Collect	
  feedback	
  and	
  act	
  on	
  it	
  

The	
  best	
  way	
  to	
  learn	
  more	
  about	
  what	
  customers	
  think	
  is	
  straight	
  up	
  asking	
  
them,	
  for	
  example	
  through	
  a	
  survey.	
  What's	
  important	
  when	
  doing	
  this	
  is	
  
looking	
  at	
  the	
  data	
  objec:vely,	
  and	
  never	
  taking	
  any	
  of	
  the	
  feedback	
  or	
  cri:cism	
  
personally.	
  It's	
  also	
  important	
  to	
  keep	
  an	
  open	
  mind	
  and	
  never	
  look	
  down	
  on	
  
customers	
  for	
  sugges:ng	
  improvements.	
  

Simplify	
  processes	
  

The	
  harder	
  it	
  is	
  to	
  understand	
  your	
  customer	
  service	
  process,	
  the	
  less	
  sa:sfied	
  
customers	
  will	
  be.	
  Try	
  to	
  make	
  every	
  process	
  as	
  easy	
  and	
  straighLorward	
  as	
  
possible,	
  avoiding	
  things	
  like	
  complicated	
  automated	
  systems.	
  In	
  fact,	
  most	
  of	
  
the	
  :me	
  puMng	
  customers	
  in	
  direct	
  contact	
  with	
  a	
  customer	
  service	
  rep	
  is	
  the	
  
absolute	
  best	
  strategy.	
  

Create	
  rou:nes	
  for	
  common	
  issues	
  

In	
  most	
  companies	
  there	
  are	
  a	
  few	
  limited	
  issues	
  that	
  pop	
  up	
  again	
  and	
  again.	
  
One	
  of	
  the	
  keys	
  to	
  great	
  customer	
  service	
  is	
  recognizing	
  these	
  issues	
  and	
  



crea:ng	
  efficient	
  rou:nes	
  to	
  deal	
  with	
  them	
  in	
  the	
  best	
  and	
  fastest	
  possible	
  
manner.	
  

Exceed	
  expecta:ons	
  

Most	
  customer	
  expect	
  a	
  base	
  level	
  of	
  service	
  from	
  a	
  company	
  they're	
  doing	
  
business	
  with,	
  and	
  if	
  you're	
  able	
  to	
  go	
  beyond	
  this	
  level	
  and	
  provide	
  them	
  with	
  
something	
  much	
  beEer,	
  they're	
  likely	
  to	
  be	
  impressed	
  with	
  your	
  company.	
  If	
  
you	
  can	
  "blow	
  their	
  minds"	
  with	
  your	
  excellent	
  customer	
  service	
  they're	
  not	
  
only	
  likely	
  to	
  come	
  back	
  to	
  do	
  more	
  business	
  with	
  you,	
  but	
  also	
  to	
  recommend	
  
your	
  company	
  to	
  all	
  of	
  their	
  friends	
  and	
  family.


