
!
The Seven Critical Steps for !

Creating an Amazing Customer Experience!!
a.maz.ing <verb>: to affect with great wonder; astonish!!

1.  Identify and anticipate customer needs. !
Customers don't buy products or services. They buy good feelings and solutions to problems. 
Most customer needs are emotional rather than logical. The more you know your customers, the 
better you become at anticipating their needs. !!
2.  Doing business with you must be easy.!
This means easy in every way.  It’s easy to navigate your store or website.  It’s easy to get help.  
It’s easy to return something.  It’s easy to make payments.  It’s easy to understand what you do 
(or don’t do).  Every thing is easy. !!
3.  Recognize that one weak link equals a weak team.!
Creating a consistent customer experience requires EVERY member of your team doing his/her 
part to wow the customer.  If you have one person not living up to this expectation, you run the 
risk of some type of service failure.  Yes, service will fail at times, but a weak team member will 
cause this to become a pattern not an exception.!!
4.  Know how to apologize. !
When something goes wrong, apologize. It's easy and customers like it. The customer may not 
always be right, but the customer must always win.!!
5.  Refuse to settle for the wrong team member.!
You can’t afford a bad hire for any team member who interacts with your customers.  Refuse the 
temptation to hire someone who is “almost” a great fit. Remember, you can teach/train technical 
and tactical skills.  While you can fine-tune, you can’t teach a service attitude.  !!
6.  Grow your team’s product and service knowledge:  depth and breadth.!
If you want to continue finding new ways to wow your customers, your team must keep gaining 
knowledge about what you do and how you do it.  Help them grow in their depth of job 
knowledge but also in the breadth of your organization’s customer processes.!!
7.  Your team’s service ability is directly linked to the leader’s ability to do the same.!
The team will always take its lead from the example they see everyday with their leader.  
Perfection is not the name of the game; but the leader must live out what is also expected of the 
team.! !!

Interested in creating amazing customer service?  !
Contact us today.  We can help!!!
e:  info@organizationimpact.com !

p:  615.424.4766
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