
WHY DELIVERING
GREAT
CUSTOMER
SERVICE MATTERS



Customer service refers to the assistance and
experience a company provides to its

customers before, during, and after a purchase.
Good customer service is vital for customer

satisfaction, loyalty, and retention.

What is Customer Service

What is Customer Service?



Why Customer Service Matters
to a Business

Increases sales & revenue - Positive customer service
experiences encourage repeat business and word-of-
mouth referrals, driving sales.

Builds customer loyalty - Customers are more likely to
continue buying from a company that offers excellent
service and support. This loyalty also makes them less
likely to switch to a competitor.

Improves brand reputation - How a company treats its
customers affects its reputation. Good service leads to
positive reviews and feedback which attract new
customers.

Reduces costs - It costs more to acquire new
customers than retain existing ones. Providing good
service increases retention and reduces marketing
costs.

Creates competitive advantage - In an increasingly
competitive marketplace, good customer service can
set a company apart from the competition.
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Implications of Poor Customer
Service

Loss of customers - Dissatisfied customers will simply
stop buying from the company and switch to
competitors.

Negative brand perception - Unhappy customers will
spread negative word-of-mouth and post bad
reviews, damaging the company's reputation.

Higher costs - Poor service leads to increased
complaints that are expensive to resolve. Acquiring
new customers also costs more than retaining existing
ones.

Lower employee morale - Dealing with angry,
frustrated customers creates stress and low morale
for customer service agents.

Loss of business opportunities - Existing customers
who have poor experiences won't refer new customers
or make repeat purchases.

The Impact of Not Delivering Great
Customer Service 



In summary, delivering excellent customer
service has a significant impact on a

company's revenue, costs, brand perception,
and ability to compete. Investing in customer
service should be a priority for any business

looking to grow and succeed.
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