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Dear Judi, 

The tips in the articles below are applicable to any measurement of customer service - but
especially mystery shopping and customer service surveys. Read why it's critical to use a third
party to measure customer service and 7 tips for doing so effectively.

And - have a great holiday season.

Judi 

Using a Third Party

So, if it's vital to give your customers' genuine attention, then of course you need to know how to
do it brilliantly and cost effectively.
We, of course, would suggest that you use a third party as a key part of your mix. Why would we
suggest this?  Here are a few reasons;

Third parties ensure that you get it down whether you want to or not and whether you
have time to do it or not.
Third parties have no axes to grind and cannot answer your customers' questions, so all
they can do is listen and make your customer feel valued and listened to.
Third parties are professionally trained in empathicalism skills in order to find out the
customers' real issues at the heart of what they are saying (most people do not say what
they really mean when there are any sort of issues or problems that need discussing, they
say what they think is going to sound acceptable and not cause argument).
Third parties are more trusted by the customer; the customer will feel much more able to
open up to third parties and tell them exactly what they think (instead of telling you, which
may cause them embarrassment and various degrees of pain)

And third parties prove to the customer that you actually do care and actually do want to hear
their opinion (why else on earth would you be spending the money to employ a third party if you
didn't want to genuinely understand the customer, and know what they thought of you and what
they might be able to suggest that you could do to improve?)



For complete article, click here.

Sales Through Service 

Down to Business: Take the mystery out of mystery shopping

Mystery shopping and customer service surveys are not just for retail businesses. In order to get
an unbiased view of your customer's experiences and perceptions, you need a well-planned
mystery shopping and customer service survey program.

These are advanced marketing tools that can provide a significant return on investment. Here
are seven tips for effective mystery shopping and customer service survey programs:

Carefully develop the program1. 
Use the right shoppers2. 
Don't overdo it3. 
Know your objectives4. 
Utilize some open-ended questions5. 
Get help6. 
Understand positioning7. 

For complete article, click here.

By Andy Singer

Mystery Shopping: A Different Way to "Listen to the Customer"

One of the simplest, most effective ways to monitor and measure customer -salesperson
interaction is using mystery shopping. Mystery shopping involves sending customers to a
financial service provider to simulate a typical customer inquiry.

For complete article, click here.

By Rafe Mazer

More killer phrases that would turn off customers:

We're not that kind of company
That's impossible
If it ain't broke, why do we need to tinker with it
You're not smart enough
We don't do things like that

Upcoming Events

Chief Marketing Technologist Exchange will be held January 24-26 in Ojai, CA. For more

, http://www.salesthroughservice.com/using-a-third-party-demonstrates-real-commitment-and-care/
http://www.naplesnews.com/community/collier-citizen/down-to-business-take-the-mystery-out-of-mystery-shopping-2600d872-be17-25d9-e053-0100007ffd8e-360437321.html
http://www.cgap.org/blog/mystery-shopping-different-way-%E2%80%9Clisten-customer%E2%80%9D


information, click here.

American Marketing Association's 2016 Analytics with Purpose conference will be held
February 7-9 in Scottsdale, AZ. For more information, click here.

The Quirk's Event 2016 will be held February 23-24 in Brooklyn, NY. For more
information, click here.

American Marketing Association's 2016 Winter Marketing Academic Conference will be held
February 26-28 in Las Vegas. For more information, click here.

The 12th Annual Customer Experience Conference will take place March 23-24 in New York.
For complete information, click here.

We love referrals.....
please tell your friends and colleagues about the mystery shopping

services of Customer Perspectives by clicking on the share link (Forward email) below
www.CustomerPerspectives.com
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http://www.chiefmarketingtech.com/
https://www.ama.org/events-training/Conferences/Pages/Analytics-with-Purpose.aspx
http://www.thequirksevent.com/what-is-the-quirks-event/
https://www.ama.org/events-training/Conferences/Pages/Winter-Marketing-Educators-Conference.aspx
https://www.conference-board.org/conferences/conferencedetail.cfm?conferenceid=2774
http://www.customerperspectives.com/topics/businesses/
https://www.linkedin.com/nhome/
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