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My passion for education        

was identified early in life . . .







What’s your role in improving the

Customer Experience for your:

Students?

Parents? 

Colleagues?



A customer is 4 times more likely to buy from a competitor after 

experiencing a service-related issue or dissatisfaction with how a 

problem was handled as opposed to a  price or product-related issue

X 4X

Price or product  
related problems

Competitors

Service related  
problems
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POSITIVE EXPERIENCES

NEGATIVE EXPERIENCE

It takes 12 positive experiences to 

overcome 1 negative experience



DISSATISFIED  

CUSTOMERS
Watch the customers – they won’t always  
contact you.
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complaints
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A dissatisfied customer will tell  
19 other people



REASONS FOR IMPROVING  

CUSTOMER SERVICE

87%

Customer  

demand  

better  

service

28%

Customer  
loyalty

71%

Competitive  
pressure

CUSTOMERS EXPECT MORE FROM YOU!

BAIN &  COMPANY FOUND THAT 80% OF COMPANIES BELIEVE
THEIR FIRM OFFERS A SUPERIOR SERVICE.

HOWEVER, ONLY 8% OF  CUSTOMERS HELD THE SAME VIEW!



ENHANCED SERVICE METRICS

TRADITIONAL CUSTOMER  
SERVICE METRICS

QUALITY CUSTOMER SERVICE
METRICS

+Waiting time

Satisfaction ratings

First time resolutions

Average handling time

Cost to serve customer

Save / sales rates

Net Promoter Score

Customer Effort Score

Customer journey consistency

Likes, retweets etc.

Cross sell / up sell rates

Employee empathy

LEADING ORGANIZATIONS ARE NOT ONLY MEASURING 

THE  TIME AND COST IT TAKES TO SERVE A CUSTOMER, 

BUT ALSO CUSTOMER’S ENGAGEMENT WITH THEIR

BRAND OR SERVICES



THE FRONTLINE
Those who handle incoming communication OR    
face-to-face interaction play a powerful role in 

providing  superior customer service

Engaged, knowledgeable  
employees deliver a better  
customer service

% Customers will return  
to a company with 

excellent service and33 56
% Would

recommend it to
family and friends

Creating a consistent  
customer experience

56%

Workforce management  
and culture

13%

Metrics and
performance

Data analytics

8%

5%

Cost reduction

3%

Customer Service top priorities 2016



The Voice of the Customer





FAILURE TO RESPOND VIA  

SOCIAL MEDIA

15% 

INCREASE

Failure to respond via social media causes  
a 15% increase to the churn rate for

existing customers, compared to other  
channels

Negative posts or 
tweets can explode 

if not answered 
within 2 hours







Step #1

Step #2



Step #3

• Think of a current problem in your organization

• What are the problem’s unique characteristics?

• What are some possible solutions?

• What are the pros and cons of each solution?

• What are the possible outcomes?

• How might you evaluate the solution’s impact?

What? How?



Step #4

Empathize (Acknowledge the problem)

Clarify (Identify the true need)  

Take Action (Partner for a solution) 

Follow Up (Provide goodwill)

Consistency is Key



SKILLS THAT SHOW YOU CARE -

Develop these skills to excel in any  
service, regardless of  industry or 
type of customers

1 Be a great listener

Listen intensely, ask questions  

and summarize responses. 

This shows that you care and 

want to offer the right solution.

2 Great communication skills

Learn how to effectively communicate  

with your colleagues and customers. 

Know when to listen, when to speak 

and how to speak.

3 Keep your promises

Develop the ability to manage  

expectations. Stay up-to-date  

with policies and information 

to ensure that any 

commitment you make can be 

delivered with excellence.

4 Become an expert

Learn everything you can about other 

areas of the business, their service 

vision and how they are making an 

impact. Spend time studying feedback 

and exploring potential solutions to 

improve engagement.

5 Friendly and  
compassionate

Your friendly and caring  

attitude will surely help in  

creating the right atmosphere  

for coming to the best  

solutions





ATTITUDE OF GRATITUDE

RESPECT & VALUE OTHERS

SUPPORT YOUR TEAM

GET OTHERS ON THE BUS

INITIATE NEW IDEAS

PERFECT YOUR CRAFT

SPEAK UP & TELL OTHERS

GO ABOVE AND BEYOND -

STAND OUT AMONG YOUR PEERS








