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CUSTOMER SERVICE IS DEAD
Yes it is! Don’t try to tell me otherwise. Maybe at your company you think there’s customer service
but I’ll bet you if I make one phone call to your company, you’ll be shocked at how your company
responds to a “nobody” calling in.
I’ve just finished two days worth of calls to Xerox. We have a Xerox copy machine we love. We have
had it since February 1999 and it has worked like a charm. We couldn’t ask for a better or more
reliable machine. It needed service so I called Xerox to get the service that they say is one of the
reasons I should buy their copy machine rather than their competitor’s.
I called the number they give you to call. I got the ever popular electronic receptionist who gives me 4
choices (I can get the choices in Spanish or French). I select one of the choices and press the
corresponding number on my phone. Then I get 4 more choices. I select the number that corresponds
with the choice I’ve made and press it. I get 4 more choices, so I select another number and push
that. I get another electronic receptionist telling me the “average wait time for a customer service
representative is 7 minutes”. After 10 minutes, an actual human comes on the line. The human tells me
I’ve called the wrong place. She assures me that she knows I’ve been waiting a long time and so she will
connect me directly to the right place; a direct line into the very people who will send out a repair man
to fix my machine. I am being connected to “TEAM XEROX” she says with pride and she gives me the
number just in case I get disconnected. At this point I’m sucked in. I really believe this nice woman
understands what I want and what I’ve been through to get it. I say to myself “finally some customer
service!”
Then as if on cue I hear the voice of the same electronic receptionist I heard before! The voice is
giving me 4 choices which gives me 4 choices which gives me 4 choices…………………… You get the idea!
When I finally get a human after another 10 minute wait, he asks me lots of questions and I have to put
him on hold to research them (now he’s on hold and that’s fine with me).

I’ll say it again, we love our copy machine. It does everything we want it to do. But I doubt we will ever
buy another Xerox machine again because of the lack of customer service. It takes 2 days of calls and
2 ½ hours of call time over the 2 days to arrange for a service person to call me back within 8 business
hours and then come out within 5 business days. As of 2 days later I still have no date for a
repairperson to come out.
But I’ve learned something; I now have some idea why Xerox isn’t doing so well: No Customer Service.
Of course no article of ours would be complete without our making some suggestions to you and to
Xerox on creating and maintaining good customer service.
Here goes:
1. Call your own customer service lines pretending to be Mr. or Miss Average Customer and see if you
feel taken care of. This is always an eye opener. I first saw this technique being used to see why an
adoption agency had no people applying to adopt. It was no wonder, no one could get through the maze
to get an application!
We also believe how many electronic choices you have to make as a customer correlates directly to the
level of anger a customer feels when they finally get through to a human. That makes the job of the
customer service rep almost impossible to do. Ultimately overdoing electronic phone receptionists
won’t save you money, it looses you customers.
2. Call your office from outside your company pretending to be someone else. Count how many rings it
takes to get an answer and then how you’re addressed when you get through. Several secretaries have
literally verbally attacked us this year alone and all we asked was to speak with their bosses.
3. Take your promotional materials home and let your family critique them particularly any teenaged
kids in the family. You’ll get feedback from another generation you may not want to hear.
4. Tape your customer service people and review the tapes at least monthly. Make them attend
trainings in which they are video/audio taped doing their jobs. There is nothing better than playing
back their tapes and letting them critique themselves.
5. Lastly, for those of you who want more intensive training on how you come across we have a course
called: “Training For Change Agents and Change Agent Trainers”. This is an intensive 4 day program in
which each participant is video taped three times with feedback. It is grueling and a very big confront
to see yourself on tape but you will self correct more quickly when you do. The workshop is scheduled
for February 26 – March 1, 2001 in Denver.
If you are interested give us a call. We promise to answer your call within 4 rings or answer your voice
message within 24 hours. That’s one of our company’s customer service policies. What are your
company’s policies?
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Congratulations are in order……………………………………..
To Amy Christine Corrigan on her college graduation with a B.S. in Chemistry
To Pat Flynn who was promoted to V.P. at Health Care Systems, a J & J Company
To Lalit Malik on her promotion to Casino Shift Manager at Casino Arizona
To Walt Mason on his new job as V.P. of Regulatory and Quality Assurance at Air Liquide
America in Houston Texas
To Ann Coté on her engagement to Carolyn Jordan. Ann works for Kimberly Clark. The
Commitment Ceremony will be held May 17th.
To Nehama Jacobs and Ron Warner on their engagement. Nehama is the author of "Success
& Betrayal”. Ron is a lawyer in Los Angeles
To Ron and Michelle DeGray on the birth of their son, Ronald Niamke DeGray born 12/20/00,
7 lbs. 11.1 oz, 20 ¾ inches long

TRAINING FOR CHANGE AGENTS & CHANGE AGENT TRAINERS

FEB. 26-MARCH 1, 2001

This course will give you the tools you need to deal with any corporate change you encounter. Yo u
will learn how to design & deliver presentations, training programs, and “roll out” programs, etc.
To register call, fax or e-mail us.
MOUNTAIN LEADERSHIP RETREAT

MARCH 28-30, 2001- BEAVER CREEK, CO

As a leader you deal with moral and ethical issues at a rapid pace. Doing “the work” of leadership is
no longer a simple task. This 3 day program will have you managing at a higher level while
renewing your ability to lead. You will be able to share with leaders from other companies as you
explore the important issues for leadership in 2001.
ADVANCED WOMEN MOVING FORWARD

JUNE 6-8, 2001 - NEW YORK CITY

This course is for graduates of Women Moving Forward who want to jump-start themselves again.
You will leave with a new set of goals and objectives and having cleared out more of the issues that
block you from “moving forward”.

