
Custome. Exce ence

Kvr als nesses |f-sL dramxca t, r.pr\.,e:fe ,J.iay the'r, ork al-er the r
cLrs.oneas says Dr an Brooks

To make matters worse, many managers
do not !ndersland howlhe qLa 1y ol lhe r
clstofr er care alfects then bus ness An
American st!dylo!nd that near y 70 pe.cenl
oi na.agers d d not knowthe cost ol gett ng
or os ng a c lstomer.  or ihe cosl  of  handlng

n NewZealard,  Co marBrunto.  reseafch
lound clstomers hav ng a bad expefence
tel 13 others and 56 percenl fecommend
th€ steneravods ihat .ompany. On the
other hand, when they have a qood

experencetheyiel  n ne others and
ore-th rd recommend the company. London
Schoo oi Economics research lo!nd that
organ zalions having a large nlmberol
peope saylng good th ngs abol t them afd
verylew sayng bad 9rew fo!rnmes lasler

Mosi  d st l rb.9 y,  we st i  do.ot  seem to
gei  t .  Arecenl  PwC st ldy ro!nd ony44
percent oi620 New zealafd manaqers
slrveyed p a. to grow the r bus ness nexl
yeaf by mproving the r 'c lstomef foc!s.
F tty sx percent are p ann fg 1o grow by
cltt ng costs, wh ch ong lerm w not grow
yo!r bls ness - or by enter ng new narkets
whiclr is the most expens!e and d fiicu t
way lo grou fon caly thes! tueyasoiound
the b ggesi  posi ive impaclon bls ness
periormance ov-"rihe asi yearv/as qaned

1llfolgh beltef c!stomer toc!s

Meeting expectations
As i  a l that  ls  not bad enough the game

l lst  got to lghe. A recent s l ldyirom the
Neson Centre for  Servce Exce en.e
examined how customers rated the servce
they received lrom retaiers in and afo!nd
Neson. Th r ly seven percenl  sad theywefe
d sappo nted the shop assislanl had not
been abeto exceed the r expe.talionsL

The mp caions ol lh s research areql i te
s gn fcant. Clstomers whose expeciatons
are mel are mere y sat sf ed and sat sf ed
customers oflen deiect. To turn acuslomef

nlo a oya c!stomer, they mlst belery
sat sl ed and to tlrn them into a rav nq fan,
they musl be de ghted Butthe Nelson
resear.h s!gqests,  ior  asigni fcant number
olc ls lomers $hen lhe r  expectatons are
exceeded ihey afe rea !y on y net To de ight
them, a bls iness wo! d havelo erceedtheir
expeclat ons to a degree lhey d d nol
expecl lNowlhefe is a cha engeL

Lalely.lhaveiound vr'hen 1a k abolt hovr'
the gameiust got touglrer. many
bus nesspeopetelme the probem s rea y
the customer because customers'
expectatons are conl inualy rs ing The
so uton.llrey say. s to manage down these
urrea stc expectalions.

But atlempls to reduce.ustomer
expeciatons are doomed to la . Wher
slud ed at the Un verslty ol Sto.krro m

qover.nent recogn seo a pnenomenon
they caled is ng expecralofs.  They had
eamed that whaleve.they d d iof lhe I
cit zensur s yearwas nol go ng 1o be enough
10 keep them happy nexl year n bls.ess
we have Yei to !ndersland that o!r
clstomefs are aways askinq themseves,
' 'whai  has th s busness donelorme ale y?'

n short we mlst dfamatica y improve
lhe yray we ookaiter our customers. M nor
mprovements wi not be eno!qh. The key

to mak ng slclr a step cha.ge is to ask

.  \ rhatvr 'o!  d we haveto doto de Sht olr

. How could lve mprovethe lvay we look
arter ourcustomers so n slx months we
vr' llbe embaftassed bywhat we do now?

. Wh ch prob ems do o!rcustomers hale
thai they wou d llst love us to so !e bul
do not expect we wi ?
l you do nol know rhe afswers, ask yolr

starr and yolr clstomers They lel you
everything you need to knowto slcceed

tu lan Brcaks lwww tanbraak..an) is a
teadng e\ped i. custane. .are and chairnan
af the NZ Assaciatian al Custarner Ercellence

The game just got tougher

austomefs 
today are outrased A receni

\-/ study slgOests hvo th rds of New
Zeaanders are typica ly unhappy w th the
sefr ce they get Besearch by Co mar Brlnton
tou.d that 52 perceni ol Klw customers
gett ng a bad experience ratetheir raoe a1
lve or more on a sca e oi one to ten and 26
per.ent as eight or hgher.  Unverstyoi
Qleens and researcrr slqgesis clslomer
rage iscaused by rude, uncarng or
ncompetent stalr. O!tral]ed cuslomers
pfogress from shock to irustraion anOer,
exhaustio.and lr!d. Consequenly,lhey
makethreats,sanderthecompany, ookfor
fevenge or elen becomeviolenl n E.gafd
an angry clstomef rece.ty drove his car
throlgh a pateglass window at Tesco h
Austra ia peop e senl o!1io c u 1o i 1e le c t r ic t y
have been threatened Nth being shol afd
customers whose app a.cestaled have
lhreatened to bow up the manllactlrer
Give yolrstaffa hlg each day beiore tlrey
go o!1 nto the marketp ace or onto the shop
I oor becalsethey may not cohe backl

Of course, you nay be eveyo!r
orga.zat on s an excepton to the r !  e
Perhapsyou are r ight-  or  perhaps yo!
sliler irom dellsions oiadeqlacy One
st!dyiound 75 percentof managers ratecl
the r c!stomer ser!ice as belrg between
good and exceleni .  Uniort !natey 57
percent oithercustomers rated it as be nq
oerween gooa ano poor

Af Amercan study fo!nd 80 percent oi
managers be eved ihey were doing a good

lob ol ook ng afterihe r clstomers blt on y
e ghl  pefcent ol thercustomers agreed.

Why s lhere such ad scornecr? Stud es
show 67 percent ol companies do nol
meas!re customer sat slaciion. Many oi
thosethat do ask clstomers only abolr
whal theyth nk s mportant. Aso, oiten
when manaqers rev ew survey res! ts they
arequi .k to ook iorways to expa n away
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