Trusted Sources

Though significantly more money is spent on advertising than customer service, a recent study shows

word-of-mouth recommendations from customers with good experiences are more influential than ads.

NEWS OF BAD CUSTOMER SERVICES REACHES TWICE AS MANY PEOPLE AS
PRAISE FOR GOOD SERVICE EXPERIENCE

The personal attention given 1o an in-store consumed promotes confidence and trust that feads ta repeat business, A simlar anline expenience
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The Value of Customer Experience
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Good Experiences Grab Customers
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It takes twelve positive experiences to
make up for one unresolved negative

experience Top Reasons Why

Customers Switch Brands
Interaction with a rude employee
Unexpected charge or fee

Poor quality of product or service
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because of a history
of positive customer service
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Bad Experiences Push Them Away

Gonsider purchasing again FEPA
Consumers who would expand their purchases if they had a superior customer expenence.
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“The bad news is, our customers hate us, The good news is,
we have a lot fewer customers than we used ol




