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Fom: [ o Smth <o smih@mydoma

v To:| L3 hrice@mydor
[+ Cc:| i) ssmith@mydt

Subject: | Customer Testimonials

What Makces & Really Happy Customer

surfing
aPubSub feed on the words "customer service". I read through everything it hit--hundreds of
items. My goal was to find patterns of root causes of customer's reactions to customer E

service experiences. Here is what I can share, in order of importance
#1 Successhuly resolving the problem
#2 Meeting explicit or implied ¢ ommitments

#3 Responding in a context-appropriate amount of time

Other things like politeness, for example, only seemed to be menfioned if one of these core
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