
You Need to Boost Your Customer
Service Now. This is Why
The post-COVID-19 crisis reality has led us to a new way of living life and doing business,
including the process companies communicate with their customers.

In such an adverse scenario, those who learn how to adapt are the ones who succeed. As
Charles Darwin would say, "It is not the strongest of the species that survives, nor the most
intelligent that survives. It is the one that is most adaptable to change."

Adaptation lies in the ability to keep your usual customers and even find new ones. Like in a
marriage, you need to build your relationship daily to make it last. And nothing reflects more
your relationship with clients than your customer service.

It is a great time to invest in your customer service team, build a good relationship with clients,
and obtain positive results during this global crisis.

What is customer service?
Before making any decisions, business owners must understand the meaning of customer
service. It differs from customer support, which relates to assistance.

When you have trouble logging in your Netflix's account, or sending a message using your
phone, you call customer support. These are the people who will help you with a technical
issue. It's the assistance in times of trouble. When you need help installing a new device at your
house, or to fix a problem, they are the ones to call for help.

When we talk about customer service, we need to go deeper, and take things personally
because customer service is more than just helping clients with a technical problem. A customer
service agent will be the one who creates a connection with the client.

It's the bridge between the company and the customer.

They stay with the client from the first contact until after their problem is solved. Just to make
sure the customer is satisfied. This consistency is what guarantees good retention rates.

So, yes, communication is crucial.

With that in mind, take a look at a few reasons why you should be investing in your customer
service team right now.

https://fortune.com/2020/05/01/business-reopen-economy-coronavirus-new-normal/
https://www.liveagent.com/academy/customer-service-vs-customer-support/
https://www.liveagent.com/academy/customer-service-vs-customer-support/
https://www.adjust.com/glossary/retention-rate/


● We're in a global crisis. Customers need good service

● It is cheaper to keep the clients you have than to find new ones

● Bad communication is hard to forget

● You will get results

Are you interested? So, let's dive in!

We're in a global crisis. Customers need good service
Clients are more important than ever. The global economy is facing a significant crisis, and no
one is certain about the future. We need to rethink everything, but one thing is sure: when you
focus on client satisfaction, you have built a solid foundation to keep on track of success.

This is, for a fact, a good moment for e-commerce business. In the past two months, online
sales increased by 40% compared to the first months of 2020. People are willing to keep
buying and consuming, but they need to feel confident and comfortable. A 2018 report from
NewVoiceMedia revealed that poor customer service costs businesses more than $75 billion a
year.

What does it mean to focus on the customer?
A business that focuses on the customer is a business that guarantees good service, no matter
what. Every detail counts. Good user experience is what makes a difference when everyone is
fighting for customers.

Researches show that 86% of consumers will pay more for a better customer experience. Also,
89% of consumers stop doing business with a company after poor customer experience. So,
make sure your business is ready to provide the best service for your clients, from the first
contact, until the moment they close the deal.

Do you want to make sure your business is client-focused? Try standard operating
procedures (SOPs)!

SOPs are an effective and easy way to deal with processes in different scenarios and to
respond accordingly. They help improve communication, so you can make sure everyone in
your support team is prepared to respond in any given situation: frequently answered questions,
and the best way to respond to them, or instructions on how to deal with common complaints.

SOPs also help ensure your customer service pattern, even when dealing with new team
members. You won't need to worry about the foundation of your service when onboarding them.

https://www.digitalcommerce360.com/article/coronavirus-impact-online-retail/
https://www.digitalcommerce360.com/article/coronavirus-impact-online-retail/
https://lumoa.me/customer-experience-stats


You already have that clarified in your operating procedure, making sure everyone is on the
same page while handling different customer service scenarios.

It is cheaper to keep the clients you have than to find new ones
It costs five times more for a company to obtain new clients than to keep an existing one.
Therefore, investing in your customer service team to retain clients is cheaper than finding new
strategies to attract more people to your business.

Does it mean that all marketing strategies are wrong? Not at all! It means that the effort needs to
be balanced on these two fronts. Obtaining more clients cannot be more important than taking
care of the ones you already have. They are the ones who help you to promote your business.

Invesp research shows that only 40% of companies have an equal focus on acquisition and
retention. Even so, there is a 60 to 70% chance of selling something to an existing customer
than to a new one. The probability of selling to new clients is 5 to 20%.

How do you keep your existing customers?

Good customer service is crucial.

Make sure your client feels special. Emails, newsletters, and loyalty programs are a few
strategies to be used on customer retention. Focus on communication, be honest and
supportive.  Make sure your team shows empathy.

Customer success is also an excellent method to ensure that the client has support and
guidance throughout the journey. In the end, the important thing is that the customer feels
satisfied with his experience, and not just another number.

Bad communication is hard to forget
In this distressing period, it's essential to rethink communication.

Take a look at your channels of communication. Do you have a script for your team? Is your
customer service team prepared? What tools do you use? How long does a client wait to have a
response?

These are questions you need to be prepared to answer right now. If you have no idea where or
how to start, it is time to get organised!

https://www.invespcro.com/blog/customer-acquisition-retention/


Using SOPs to improve communication with your customers
Standard processes guarantee consistency and quality. When you start using an SOP template
to standardise your customer service, you get better communication with your clients.

Imagine if every client that reaches out with a question about your service receives a distinct
response for the same matter. Or even worse, if the customer service team follows different
procedures to solve the same issue. It is a mess for your business, and it is a mess for your
customers.

Using a simple guideline or checklist, you can make sure that everyone follows the same script,
the same pattern to solve a problem, and the same path to do an efficient follow up with a client.
You save time, money and can measure results with a simple SOP template.

Keep an open channel

Although it is essential to talk well, it is even better to listen. Remember that this relationship
with your client is like a marriage. You must hear them.

Good customer service includes an open channel where clients can provide feedback or
complaints, ask questions, and feel safe to do so. Be available on social media, be aware of
what people are talking about your brand or business online.

It is also an excellent opportunity to find new ideas. It is common that customers while offering
feedback, suggest some improvements based on their experience. Nothing beats this kind of
constructive criticism. You can keep track of this type of feedback and organise them.

A pandemic should not be an excuse to mistreat a client or to give them poor service.
Customers need their response, so be patient, be emphatic. Good communication matters.

You will get results
Finally, if you follow procedures, if you have a standardised service, you will get results. Good
ones. Note that it is not necessarily a positive result when we talk about good results but a
positive outcome. It is a chance to get information and to connect with your target audience.
Even when you receive negative feedback, it is still feedback.

SOPs are a safe way to make sure you have clarity, quality, and productivity. It is also an
excellent way to measure data and to get feedback. With the data and tickets you have, you can
create a new strategy for future projects and improvements.


