CUSTOMER SERVICE …
                  GAINING THE EDGE

In business one of the best ways to gain the edge over a competitor is through customer service. Many businesses are fairly evenly matched when it comes to offering a quality product. Having an edge, that special something that makes you different, is what separates success from failure. Frequently customer service is that special something that spells success or failure in business.
Everyone finds fault in regard to customer service, but what can really be done? We know that the customer is not always right; however in most cases there are ways to make any business transaction a positive experience for all parties involved.
Make certain that everyone that has customer contact can react like an expert about the product or service you offer. Nothing puts a customer service rep or salesperson on the defensive faster than feeling challenged or inadequate. A power struggle between the customer service rep or company salesperson and the customer will leave them both frustrated and leave the company with a wound that takes a very long time to heal. Research tells us that an unhappy customer will tell more than fifteen people about the problem. Some will tell more than 50! Enough wounds and no one company has a large enough advertising budget to fix the damages.
You must educate all employees about the big picture. The single factor that separates the occasional winner in business from a true champion is customer loyalty. No one company is more famous than Nordstrom for their customer service and the resulting loyalty of their customers. Their philosophy is that for a small investment they gain a longtime customer.
This relationship will produce client devotion, thus saving advertising dollars, increasing profits, and making future sales even easier. In turn all this leads to fewer traumas in the workplace. Customer service must be your company priority. Giving you the competitive edge, doesn’t have to be difficult. Talk about it. Educate employees from day one about customer service. Make it evident that the customer is important from the President on down. This helps establish quality service as the norm. There are difficult customers. That is a fact of life. But difficult customers can become valuable and very loyal customers with a little work.
