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Happy Holidays!   
From everyone at Customer Perspectives, we would like to extend

Season's Greetings to you and yours. We couldn't do it without your
dedication and support and look forward to enhancing our partnership in
the future. We hope everyone has a happy and healthy holiday season.

Dear Judi,

 
We've all heard that a highly satisfied customer is 6 times more likely to
repurchase, refer and cross buy than a dissatisfied one (Achieving
Breakthrough Service, Harvard Business School Teleseminar, Feb 2, 1993). But
- have you ever thought of the alarmingly-high cost of lousy customer service?
Read on.

Judi

What is the alarmingly-high cost of poor customer service?
Prepare to be shocked!
 
In the US alone, bad customer service costs companies $83 billion annually!
 
People are twice as likely to talk about bad customer service as good (Actually,
the stats quoted above are more accurate).
 
Seventy percent of customers are willing to pay 13% more with companies that
provide excellent customer service (That's huge! Given the fact that a small car
seller - Ferrari - is considered the world's top brand should bear that out AND
lead us to the final point).
 
And finally, 73% of respondents said the No. 1 factor that causes customers to
stick with a brand is friendly employees or customer service representatives.
 
By John Alan Fox

______________________________________________________

Secret shoppers: how they can turn around your business
  
Customer service has the power to make or break a business. Nearly every
boss knows - or should know - that keeping your customers happy through
offering best service is critical to survival. Amazon boss Jeff Bezos has
previously revealed just how important it is to make the customer feel special:
"We see our customers as invited guests to a party, and we are the hosts. It's
our job every day to make every important aspect of the customer experience a
little bit better."
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One way businesses keep their customer service skills in check is by employing
mystery shoppers. Undercover shoppers with a set brief to act out scenarios in
retail or service environments can be a useful way to get an impartial view of
your business.
 
For complete article, click here.

By Suzanne Bearne

______________________________________________________

Upcoming Events:
   
IIR Media Insights and Engagement Conference - Feb. 3-5 in San Diego. For
more information, click here.

 
The Council of American Survey Research Organizations - 2015 Digital
Research Conference - Feb. 11-12 in Nashville. For more information,click
here.

The Quirk's Event 2015 - Feb. 23-24 in Brooklyn. For more information,
click here.  

Killer Phrases:
 
 - We don't have that.

 - That's the way it's always been done.

 

 
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 
 

Follow our blogs  
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