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The 7 Golden Rules for Restoring Customer Confidence and
Regaining Goodwill After Service Failures
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Insights from Mona

® Customers and emotion must be
acknowledged

® Show genuine concern and empathy

® Don’t leave a customer alone



The problem is not the
problem.



In most “problem”
situations, the way the
problem is handled
becomes the real
problem.






United Broke My
Guitar



http://www.youtube.com/watch?v=5YGc4zOqozo
http://www.youtube.com/watch?v=5YGc4zOqozo
http://www.youtube.com/watch?v=5YGc4zOqozo
http://www.youtube.com/watch?v=5YGc4zOqozo

"Within four days of the song going online, the
gathering thunderclouds of bad PR caused
United Airlines' stock price to suffer a mid-
flight stall, and it plunged by 10 per cent,
costing shareholders $180 million. Which,

incidentally, would have bought Carroll more
than 51,000 replacement guitars.”

——Chris Ayres of the Times Online in the U.K.



What's Missing!?

Inability to relate and respond

No acknowledgement of the customer’s
problem

No sense of urgency
Inability to truly re establish trust

No personal connection



What the Best Do

® Apology
® Trust
® Empathy

® Connection



/ Steps

|. Acknowledge impact and express empathy
2. Apologize

3. Demonstrate sense of urgency

4. Offer an explanation

5. Ask for necessary information

6. Own and resolve

/. {optional, but so good} Surprise & delight



Acknowledge me!



® Relate and respond
® Psychology of recovery
® Empathic listening

® Empathy
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Book travel - Manage your flights * Travel deals Where we jet +  TrueBlue® prox

An apology from David Neeleman

David's apology Also see

Dear JetBlue Customers,

JetBlue Customer Promise
We are &d. But most of all, we are deeply sorwﬁ Learn about our commitment to
_— making things right.

Last week was the worst operational week in JetBlue's seven year history. Many of you
were either stranded, delayed or had flights cancelled following the severe winter ice storm
in the Northeast. The storm disrupted the movement of aircraft, and, more importantly,
disrupted the movement of JetBlue’s pilot and inflight crewmembers who were depending
on those planes to getthem to the airports where they were scheduled to serve you. With
the busy President's Day weekend upon us, rebooking opportunities were scarce and hold
times at 1-800-JETBLUE were unusually long or not even available, further hindering our
recovery efforts.

'”ords cannot express how truly sorry we are for ety and mconvemence

: Rded Rise-of nglng humanity back to alrtravel and
makmg the experience ofﬂylng happler and easier for everyone who chooses to fly with us.
We know we failed to deliver on this promise last week.

We are committed to you, ourvalued customers, and are taking immediate corrective
steps to regain your confidence in us. We have begun putting a comprehensive planin
place to provide better and more timely information to you, more tools and resources for
our crewmembers and improved procedures for handling operational difficulties. Most
importantly, we have published the JetBlue Airways Customer Bill of Rights — our official
commitment to you of how we will handle operational interruptions going forward —



Psychology of Recovery



You'’re on their side

“Getting to the bottom of this is just as
important to me as it is to you.”

“This is no more acceptable to us than it was
to you.”

“Thank you for taking the time to let us know
about this.”



It’s frustrating When... —



Seek to understand.

Then be understood.



The Million Dollar
Question

How do you get Reps to Convey Empathy?






Reactions

“Getting old sucks, even if it’s just make
believe.”

“Wow.”
“I never realized how insensitive | was.”

“As a direct result of this experience, | will be a
better nurse, a better person.”



Acknowledg
customers anc
and they won't
have to fight
through the
brick wall.




How to Apologize



“I'll fix the problem, but | won’t
apologize for a problem that |

. %9
didn’t cause.



Apologize for Effects

® Apologize for the consequences customer
experienced

® Ex: Delayed, traveled out of way, had to pay
a fee

® Express apology for the inconvenience



Don’t apologize for
causes

® Apologizing for past causes is not helpful

® Nothing you can do about what has
happened

® Apologizing for past directs customer’s
thoughts to past



9 “I’m
S
“I'm sorry. .b\;e )
ible.
respons



“I'm sorry.”

® An expression of regret
® An expression of empathy

® “’m sorry you spilled your coffee.”



| take responsibility

® You are taking responsibility for what
happened

® “I'm sorry | bumped into you and made you
spill your coffee.”



Risk Management

State only the facts of the situation
Don’t assume fault for mishap
Don’t place blame on others
Apologize for impact only

Don’t state your haunch

Deliver a great customer experience



Options

“I'm sorry you spilled your coffee.”

“m sorry for any frustration you may have
experienced.”

“I'm sorry you had to make this call today.”

“I'm sorry for any inconvenience you may have
experienced.”



Relate and Respond



Urgency

What it is.VWhat it does.



Urgency at
Apple

Provide a solution for the
customer to take home today




The opposite of
urgency




Explanation

Why we do this. How we do this.



“In many cases, a clear, believable
explanation as to why the policy or
performance is reasonable will at least
mollify the customer and, in some
cases, satisfy him or her.”

--John Goodman
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Compare Southwest's response to US. Airmays’. The situations are obviously different, but
Southwest is practcaly eager 10 throw around vouchers to keep customers happy. As
we've seen, happy customers mean profitad ympanies. The diference is just one of the
reasons U.S. Arways profa plummeted Dy aimast 20% st quarter, while Southwest's

soared 11%

Retain 5% Mo

PREVIOUSLY: Above And Beyond: Southwest Melts Customer’s Heart After Deicing Snafu
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Comments

jamar0303 says

If most of my travel wasn't trans-Pacific I'd be flying with them. | probably will anyway-
Py an Asian carrier 10 8 big airport then Southwest the rest of the way (but | don't know
where they are at the big international akports- lugging my stuff half a mie from
international arrivals isn't my idea of a fun layover)

ormnh b o



First 4 steps are
psychology



/ Steps

5. Ask for necessary information
6. Own and resolve

/. {optional, but so good} Surprise & delight



Don’t Miss Complaints!

Southwest Airlines did



STOCK WATCH Linkedin Sinks After Hours (Click for Quots) TOP STORIES »

Southwest Airlines Fined $150,000 For Ignoring
Customer Complaints

BUSINESS
INSIDER

Alex Davies | Business Insider ~ 5 hours ago

) tral ftecommend 34 W Tweest 10

Stefan Zaldin/Stringer/Getty Insages
The Federal Aviation Administration (FAA) has fimed Southwest Airlines $150,000 for late and
incomplete responses to consumer complaints, it announced Wednesday.

The FAA found that due 1o an issoe with its website, Southwest was unaware of a large sumber of
disability- and consumer-related complaints filed between Jume 2011 and Jasuary 2012,

When Southwest did respond to the complaints, according the FAA, its replies were late, and did not
comtain information required by Department of Trassportation rules.

According to the FAA report, the airline "concedes that its responses to the disability-related
complaints that it received during that time period were dated outside of the [prescribed)
timeframes.”

In a statement semt to Business [nsider, Southwest said the website glitch impacted 2 small namber
of passengers, and that airline employees "worked around the dock™ to reply to cach missed
complaint, and that it put safeguards in place 10 avoid similar problems in the future.

The $150,000 penalty was decided oa by the FAA and Southwest to avoid litigation. $35,000 is doe
within 30 days of the order being issucd (and will be paid to the U.S. Treasury, via pay.gov).

The remsaining $115,000 will be credited to Southwest, to be used to refund passengers whose
complaints were ot properly addressed.

In its statement, Southwest noted those refunds have already been issued.

More From Business Insider
o Airlines Are Now Auctioning Off Upgrades, And Consumers Are Loving It
o 10 Foreign Alrports That Put Amserica To Shame
¢ Go Inside The Plant Where Boeing Builds The World's Best-Selling Airliner
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Control the
experience




Emergency First Aid for Emotional Customers

Look for the underlying cause of
+ the person’s reaction. kit
frustzation. fear. confution. et
Reassure the customer that
YOU Are Bere 10 B
Listen and bret your
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I Appie, | w g - "
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. . person vemting, they are often
+ providing important details. It
will save time later and help you

sten without iImMernrupting

Are you feeling anous? Is
9

your beeathing gett
+ shorter and faster? Relax
Take deep controlled

oreaths

o J ustome
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+ understand how \
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facing
ondusing

A page from Apple’s
playbook



APPLE

Approach customers with a personalized
warm welcome

Probe politely to understand all the
customer’s needs

Present a solution for the customer to
take home today

Listen for and resolve any issues or
concerns

End with a fond farewell



WWe are at our best
when we deliver

enriching experiences.
--Apple credo



(PEC)

Personal emotional connection






What |5
minutes a day

canh do




JC Penney Complaint Response

Thank you for sending an email to JCPenney Portraits. We truly appreciate
customers who take the time to let us know about their experiences with our
studios.

| am very sorry to hear of your recent disappointment in our studio

services. We assure you that customer satisfaction is our top priority and we
want the service at our studios to reflect that principle. We realize the
importance of having portraits taken and the time and effort involved in preparing
for a sitting. As a mother of three children | can certainly understand the
frustration and disappointment you had with having to wait so long and then not
having the quality sitting you are entitled to.

On behalf of JCPenney Portraits please accept my sincerest apologies. Itis
clear that measures need to be taken to improve the quality of service at this
studio. To that end, you can be assured that your email will be forwarded to the
District Manager, Ms. Johnson for her review and investigation. Additionally you
will be receiving a letter for four free sheets of portraits at a future sitting as a way
of apology. | realize that this does not make up for the time and effort already
spent with all of this but | do hope that it does in some way show how truly
regretful | am,

We want to thank you for your patronage and for bringing these concemns to our
attention. We certainly do not wish to lose you as a valued customer, | am
confident that a future visit to our studio will better reflect our commitment to
customer satisfaction. Please do not hesitate to contact me if | can be of any
further assistance.

Sincerely,

Joan S., Customer Service Representative
1-800-597-6453

email: jschulz@lifetouch.com




Chat Transcript

info: Please wait for a QVC representative to respond.
info: Welcome to QVC's live chat service. This is 'Kathi P'. How may I help you?
Myra Golden: Hi Kathi. Can you tell me the status of my return of the Canon HV30 camcorder?

Kathi P: Thanks for waiting.

Kathi P: I'll be glad to check for you.

Kathi P: Thank you for waiting while I check on this for you.
Kathi P: Thanks for waiting.

Kathi P: I appreciate your patience.

Kathi P: Ms Golden, I'm so sorry the Canon Vixia HV30 MiniDV HD Camcorder hasn't been processed as of yet. I know you're anxious to

have this completed. The return processing time can take up to 17 days from the date an order is returned to QVC. I hope your item is
processed soon.

Myra Golden: Thank you.
Kathi P: You're certainly welcome, my pleasure! Have a wonderful day and please don't hesitate to contact us anytime, we're always glad to

help.
info: Your chat transcript will be sent to myra@myragolden.com at the end of your chat.



Relate and Respond



Complaints via email



“Things happen in manufacturing if your unhappy you
have 7 days from the day your item ships for a refund.
You placed a pre order just like any software title the gets
a date moved due to the tweaks and bugs not being
worked out and GameStop or any other place holds your
cash and im sure you don’t complain to activision or epic
games so put on your big boy hat and wait it out like
everyone else. The benefit is a token of our
appreaciation for everyone no one is special including
you or any first time buyer . Feel free to cancel we need
the units were back ordered 11,000 units so your 2 will
be gone fast. Maybe I'll put them on eBay for 150.00
myself. Have a good day Dan.”



“We do value our customers but sometimes we get
children like you we just have to put you In the
corner with your im stupid hat on. See you at CES,
E3, Pax East ....? Oh wait you have to ask mom
and pa dukes your not an industry professional
and you have no money on shap you just got told.”



Handling Email
Complaints

Focused and concise

Apologize

Offer a recovery when needed
Write in a casual, conversational tone

Find a way to connect with customer



How the Best Serve
and Recover



Disney Recovery

® Develop a corporate philosophy
® |mplement a training strategy

® Empower front-line employees
® Fix the problem

® Advise management for review and possible
action
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Training Strategy

Initial and “update” training

Make it fun

Use active listening techniques
Don’t be afraid to apologize

Know when to involve management

Ask the customer what you can do



Man in the Desert



Be Gumby!



Empowerment

at Starbucks




Green means
yes, red means
no and yellow
means maybe




My client probed



Start
Stop
Continue



| et’s connect

For a copy of today’s slides, go to
MyraGolden.VWordpress.com

For questions not answered today, email
me at myra@myragolden.com.

Web: MyraGolden.com

Twitter: @myragolden

Blog: MyraGolden.Wordpress.com
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