Customer Service

1. Why you lose customers:  1% die, 3% move away, 5% influenced by friends, 9% lured away by competitors, 14% dissatisfied with product, 68% turned away by an indifference on the part of a company employee.
2. It is 6-8 times more expensive to get a new client than it is to keep an old one.
3. It’s only when you exceed customer expectations that they will give you credit for providing exceptional service.
4. Believe that you are in business to served customers, act on that belief and the customers will respond.
5. 4% of unhappy customers complain, 96% simply go away angry.
6. For every customer complaint received, there are an average of 26 more people with problems, 6 of those are severe.
7. Of those who complain 56% will do business with the company again if the complaint is resolved.  That percentage goes up to 96% if the problem is resolved quickly.
8. The average person who has a complaint tells 9-10 people about it, 13% tell more than 20 people.
9. Customers, whose complaints have been resolved, tell 5-6 people.  
10.   The major challenge in taking care of the customer is you never become so good at it that you can quit working on it.
11.   Service only becomes significant when it is so meaningful to your customers that they articulate and proclaim it.
12.   No advertising is as trusted as the spontaneous testimony of delighted customers.
13.   Fabulous service is quite simply ordinary people doing ordinary things, extraordinarily well.
14.   The great price tag in all business is the terrible cost of losing a customer.
15.   The challenge to be of service or to be extraordinarily kind brings out the best in everybody.
16.   Everyone knows an average of 3-4 people who will buy or sell real estate in the next year, what are the chances of the people you know referring those 3-4 people.
This is a compilation of statistical data I have gathered over the years.  I felt that it would be a great tool for you. Use it as a training piece for your agents and something to model your actions by.
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