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• If you take customer satisfaction for 
granted, you’ll find yourself all alone 
when competitors offer better treatment. 

  

 

• Be careful to avoid these common customer 
service misconceptions: 
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• Silence is golden.  
 You haven’t received any complaints from customers in months, so 

they must be pretty happy with you, right?  

 No, chances are they’re just moving on to your competitors because 
they don’t think you care about their opinions.  

 If you’re not getting feed-back from customers, you’ve got to seek it 
out yourself—with focus groups, surveys, online response forms, and 
other tools for collecting customer comments.  

 Let your customers know what changes you’ve made in response to 
their gripes. 
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•You know your customers inside and out.  

  Customers are a moving target.  

 What you “knew” about them yesterday may not match 
what they think and want today.  

 Don’t stop asking people what they want from you and what 
they don’t want from you. And don’t ignore what they say 
even when you think you know better. 
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 • The customer is always right.  
 Yes, you have to pay attention to what they tell you.  

 Paying attention isn’t the same as following their 
demands blindly, though.  

 Some customers need to be educated— diplomatically—
about how you can solve their problems best. Other 
customers may not be worth your time and aggravation, 
particularly if they’re abusive to your workforce or 
unrealistic in their expectations.  
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Good 
Selling ! 

Disclaimer: The information contained in this presentation is intended solely for your personal reference. Such information is subject to change without notice, its accuracy is not guaranteed and 
it may not contain all material information concerning J.W. Owens.  The Company makes no representation regarding, and assumes no responsibility or liability for, the accuracy or completeness 
of, or any errors or omissions in, any information contained herein. In addition, the information contains white papers , shared presentation from others, industry material, public or shared  
information from others and J.W. Owens that may reflect the his current views with respect to future events and performance. This presentation does not constitute an offer or invitation to 
purchase or subscribe or to provide any service or advice, and no part of it shall form the basis of or be relied upon in connection with any contract, commitment or decision in relation thereto. 
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