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Why Do We Lose Customers?

Let’s now look at the reasons we loose
customers and find out what they really want

from us as customer service champions.

1% "Die" (Close down

"Move away" (change their needs,
so we cannot serve)

"Go to friends" (when our staff
leave, they take them with them)

Competitors (only buy on price,
therefore we never had them in
the first place)

Incompetence

Through poor service – often on
just one occasion

Losing Customers
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68%



Yes, really…..more than two thirds of all
customers leave due to the poor service of one
member of staff leading to a poor experience

for the customer and no prospect for the
company to retrieve the situation!

You may have heard the saying “when we
receive good service we tell maybe one person,
when we receive bad service, we tell approx. 10

people!”

So what can we do to stop this? Here are some
common reasons for poor service and ideas to

improve:
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Poor Product

If a company's products or services are
low quality, have defects, or do not
perform as expected, customers will be
dissatisfied. This can cause them to take
their business elsewhere.
Examples: buggy software, defective
products, slow service
Solution: rigorous quality control, testing,
gathering customer feedback

Poor Customer Service

Negative interactions with customer service
representatives, such as long wait times,
unhelpful staff, or automated phone menus,
frustrate customers.
Examples: long call center hold times, rude
staff, refusal to issue refunds
Solution: invest in customer service training,
streamline support processes
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Outdated

IfIf a company's offerings become
outdated, fail to evolve with market trends,
or are surpassed by competitors,
customers will look for alternatives.
Examples: not adapting to new
technologies, failing to add new product
features
Solution: dedicate resources to R&D,
continuously gather customer feedback

Difficult to Deal With

Making things difficult or inconvenient for
customers in terms of store locations, limited
operating hours, a confusing website or app,
etc. can drive them away.
Examples: outdated website, constant store
closures, difficult returns process
Solution: constantly improve website and app,
expand operating hours, enable seamless
omnichannel experience
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Pricing Changes

Unexpected price hikes, hidden fees, or
changes in pricing structure can alienate
customers, especially if competitors retain
more attractive pricing.
Examples: introducing new monthly
subscription fee, drastically raising prices
Solution: communicate pricing changes
openly with customers, keep pricing
competitive

Data Breaches

If a company suffers a data breach that leaks
customers' personal information, they may
lose trust and take their business elsewhere
for security reasons.
Solution: invest heavily in cybersecurity,
encrypt sensitive data, notify customers of
breaches
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