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A recent study found that a whopping sixty-eight percent of customers who 

defect do so because of poor service. The study further noted how customers 

defined poor service: “an attitude of indifference on the part of 

employees.” So while bad service certainly causes customers to leave, 

indifferent service can be just as detrimental. Because customers have their 

choice of where to obtain goods or services, the business has to convince the 

customer that they truly care.  

 

Assuming your business products and prices are competitive, you need to focus 

on providing superior customer service in order to gain loyalty. To do that, here 

are three simple steps to help you make sure your customers stay with your 

company. 

1. Look through the “lens of the customer” 

Every business has its jargon, so be careful to speak in a language that 

customers understand. Successful businesses speak the language of the 

customer, not their own industry.  

 

Complaints: Remember, it’s not the customer’s job to see through 

the business’s lens; it’s the business’s job to see through the customer’s lens 

and show an understanding for the customer’s frustration. 

 

2. When it comes to a company’s environment, recognize that 

“everything speaks” 

Imagine visiting a fine dining restaurant for a special occasion. You’ve been 

looking forward to the meal and you’ve heard good things about the restaurant. 

Then imagine noticing something crusty dried to your silverware and old lipstick 

marks on your water glass. Wouldn’t you begin worrying about the cleanliness 

and quality of everything else in the restaurant?  

 

Pay attention to everything, including whether the physical environment is neat 

and clean, whether all necessary supplies are available, and whether the 

employees are dressed appropriately. Anything that sticks out as “wrong” 

becomes an intrusion on the customer experience. These intrusions add up and 

result in customer concern. On the other hand, when customers sense an 

atmosphere of professionalism, care, and order, they feel a sense of confidence. 
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Everything speaks! It either consciously or unconsciously raises the customer’s 

antennae and makes them question, “Do I really want to spend my money 

here?” 

 

Take a moment to think about your company’s environment/staff/office-any 

point where the customer makes contact. Since everything speaks, what are the 

details saying about your organization? 

 

3. Create customer “wows” 

Small gestures can create customer wows. Some wows are small and some are 

large, but make no mistake about it – wows add up. 

 

Remembering a customer’s name is a huge wow, as it creates a feeling of 

family. Letting a customer know that another product may better meet their 

needs is another. Sending a goody basket with a handwritten note to that young 

couple who just took out their first mortgage is a wow.  

 

What WOWs have you ever done? What worked? Sometimes the things you 

think are nothing special  WOW somebody. Share and discuss. 

 

Just talking about these behaviours increases the likelihood that others will 

adopt some of the practices or create new ones of their own. It is also likely that 

some wows can become standard procedure. 

 

1. Focus on the very first customer experience – it’s like being on a first date 

To get started with WOWing your users, the key thing to focus on is the very 

first interaction someone has with your product. An analogy from one CEO: 

if you’re on a first date and you find out that your date starts picking their nose in the beginning of 

dinner, there will be no second date. But if you’ve been married to someone for years and they 

start digging for gold, you don’t immediately divorce them right away. There is something different 

once the relationship is already established. 

Make a list of the points of contact that you/your business has with its 

customers. So, if you have 2 tickets coming in via email, one is a repeat 

person, that you have spoken with before, the other one is someone who just 

discovered you, the choice should be clear. 
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2. Always offer a solution –  

No matter what offer a solution. The key to this, is to get into a “whatever it 

takes” mindset to make the customer happy. Example: US co: Buffer. Whenever 

someone asks for a feature we don’t have or a way of using us, we offer them 

alternatives. We link them to at least 3 competitor products that offer these 

features and explain why they are great for what they are looking for. 

 

3. Get your response time down 

The number one thing, that we have found to WOW someone getting in touch for 

support is speed. One CEO said: If I can reply to someone within a few minutes 

of reaching out to us, I found that a large percentage of these people Tweet 

about us and tell their friends about us. Speed, is absolutely key, and it isn’t 

always easy to track it. There is tool called HelpScout, that helps us track our 

response times. 

Our internal goal is to reply to every email within 60 minutes of receiving it: 

 

4. Add Personality to each response on every channel 

Another way to start WOWing anyone who gets in touch about your product or 

service is to add as much personality as possible. I have seen that a lot of 

people let that slip, when it would be so easy. If you are a brand on Facebook or 

Twitter and you reply, I always get a feeling that I am writing with a talking wall 

or logo. Here is how to easily change that: The key aspect, where you can do 

this is Twitter and Facebook. For every reply, Tweet or comment, we add the 

first name of the person replying. That way, people immediately feel that they 

are talking to an actual person: 

 

http://helpscout.net/
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I have seen that some Twitter accounts, use initials in the form of “^LW” for 

example. Personally, I believe this isn’t as good as using the first name. With 

initials, I still have no idea who I am talking to and replying with “Hi LW”, 

doesn’t feel like a great experience to me. 

You can of course do the exact same thing via email. Here you can go even 

further and add a very nice PS, to emphasise your offer to help even more. Here 

is an example of Alyssa: 

 

  

6. Refund money at all times if asked – and suggest to refund if it isn’t 

One of the most important things to WOW your customers and not just satisfy 

them is to always give them the option to get a refund. At any time. No matter 

who and under which condition. It is something we have made a firm policy and 

have received tons of amazing feedback. 

Honestly, I have to say, that I really struggled with this personally for a long 

time. I always tried to find ways why I shouldn’t refund someone, and that’s 

really bad. In fact, one thing I found to be true: The more often you offer and 

give refunds, the less you have to do it. 

 

The reason is simple. If someone buys your product it is all about trust. And if 

you always show complete transparency, by offering a refund at any time, you 

can really prove that. Also, as you issue refunds, you will be much more likely to 

investigate exactly why the person wasn’t happy with your product or service. 

http://twitter.com/alyssaaldersley
http://bufferblog.wpengine.netdna-cdn.com/wp-content/uploads/2012/07/Screen-Shot-2012-07-03-at-5.27.53-PM.png
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That way you can improve the product and really feel the pain point, instead of 

arguing about whether you should issue a refund or not. 

As Kilnput it:If you’re not satisfied, for any reason, within 90 days you get a full 

refund, period, no questions asked. We don’t want your money if you’re not 

amazingly happy. 

  

7.  Do something unexpected – here are some ideas 

A key part to wowing customers is to do whatever it takes and to do unexpected 

things.  

Here are some amazing stories: 

Pretzel crisps 

One sunny Friday afternoon, we were Tweeting about eating some sweets on 

Twitter. When Pretzel crisps jumped in out of the blue and asked if they could 

deliver us some free crisps. And they did, the next morning: 

Wufoo 

Wufoo is famous for their Thank You cards that they sent their users – for no 

reason. Simply to say thanks and reach out. If you just google “Wufoo Thank 

You Cards” you will be amazed how much attention this got: 

Zappos 

Zappos have tons of stories and I think these three are the most amazing ones: 

 In 2011, Zappos sent flowers to a woman who ordered six different pairs of 

shoes because her feet were damaged by harsh medical treatments. 

 In March 2010, a customer service rep physically went to a rival shoe 

store to get a specific pair of shoes for a woman staying at the Mandalay 

Bay hotel in Vegas when Zappos ran out of stock. 

 The same year, it overnighted a free –free! — pair of shoes to a best man 

who had arrived a wedding shoeless. (source: BI) 

 

 

http://www.fogcreek.com/kiln/pricing.html
http://consumerist.com/2011/01/zappos-customer-service-reps-kindness-warms-our-cold-hearts.html
http://www.practicalecommerce.com/articles/2662-The-Zappos-Effect-5-Great-Customer-Service-Ideas-for-Smaller-Businesses
http://www.practicalecommerce.com/articles/2662-The-Zappos-Effect-5-Great-Customer-Service-Ideas-for-Smaller-Businesses
http://consumerist.com/2011/05/zappos-saves-best-man-from-going-barefoot-at-wedding.html
http://consumerist.com/2011/05/zappos-saves-best-man-from-going-barefoot-at-wedding.html
http://articles.businessinsider.com/2012-01-09/news/30606433_1_customer-service-zappos-center-services
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Walt Disney example, while spending a day in the Magic Kingdom children will 

often leave their stuffed Disney characters in their hotel room. Housekeepers 

have been known to position the characters with playing cards in their hands or 

tuck the characters into the children’s bed to create a moment of magic. 

 

Smart car 

A recent Tweet making fun of a Smart car received an even more hilarious 

response. It is these things that really change the perception of your brand I 

believe. Here is what someone Tweeted:

 

 

  

Buffer 

Recently, someone was very happy using Buffer and jokingly asked them to 

send him a Fez. Well, Alyssa, Happiness Hero did exactly that. 

 

 …………….. 

http://bufferblog.wpengine.netdna-cdn.com/wp-content/uploads/2012/07/Screen-Shot-2012-07-03-at-5.15.09-PM.png
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 75% of customers believe it takes too long to reach a live agent. [Harris 

Interactive, Customer Experience Impact Report] Show the customers that you 

aren't a machine! 

A massive advantage of being a sole trader is that we are closer to the 

customer, we have an immediate contact with them and sole control over our 

relationship with them.  

 

1. Write a press release 

Send out a press release detailing your business proposition and what makes it 

unique. Target all relevant newspapers, websites, magazines and radio. Do this 

even if you think your product isn't the most exciting.  It could be a slow news 

day and you might be exactly what they're looking for. 

 

2. Use Twitter 

Set up a Twitter account for your business. You need to make people aware of 

you and your products or services.  If you have a shop or stall, tweet your 

whereabouts. Twitter's also a fantastic way to spread discounts and offers: tweet 

out every time you're offering a bargain. Tweet regularly enough and pretty 

soon you'll have an army of potential customers. 

 

3. Use Facebook 

Set up a Facebook page for your business. Upload photos of your products and 

update your status to let customers know what you're up to.  It's another way of 

letting people know you exist and makes you look professional. 

 

4. Set up a website 

The first thing a customer will do when trying to find out about your business is 

Google it. An attractive website can make your business look ultra professional 

and should be the home of your online presence. Your social media channels 

should link back to your website as much as they can. This will help drive traffic 

to your site and is another way of creating sales. 

 

5. Start a blog 

This is a fast way to keep your website relevant. It could also encourage people 

to spend longer on your website and will encourage repeat visitors. You should 

style yourself as an expert on your particular field or industry. It's the perfect 

http://www.smarta.com/advice/sales-and-marketing/pr/how-to-get-your-business-into-the-press
http://www.smarta.com/advice/sales-and-marketing/social-media/getting-your-business-on-twitter
http://www.smarta.com/advice/sales-and-marketing/social-media/getting-your-business-on-facebook
http://www.smarta.com/businessbuilder
http://www.smarta.com/advice/sales-and-marketing/social-media/blogging-for-business-an-introduction
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way to enforce brand messages and engage with customers. If people read and 

like your posts, they'll respect your brand even more. 

 

6. Email marketing 

Get customers to fill in a form with their email address on it whenever they buy 

from you and have a 'Sign up for more information' field on your 'Contact us' 

page. This will help you build a list of email addresses to contactwhenever you 

have a new product or offer. Mailchimp. 

 

7. Convert your customers into promoters 

Potential customers are a million times more likely to use your business if its 

been recommended by a friend. So why not turn your customers into brand 

ambassadors? Give them a discount on products if someone they recommended 

buys something from you. That way they'll be singing your praises and getting 

you more customers in the process. 

 

8. Turn your customers into fans 

You only have to look at the outpouring of respect for Steve Jobs to understand 

the power of brand loyalty and the impact of a visionary leader. You need to 

make your service and product - even yourself- so positive that customers can't 

wait to tell their mates about it. 

9. Offer a discount card 

It's a great way to reward customers for their loyalty and persuade them to keep 

using your business. For example, 'buy 9 t-shirts, get the tenth one free'. In 

order to get the free one, the customer may buy more than he originally 

intended.  This tactic is a favourite of major companies such as Starbucks and 

McDonalds. 

10. Get happy customers to tell you 

Encourage customers to write a short email or letter about the positive 

experience they had when using your business. Put these testimonials on your 

website and maybe frame some exceptional ones in your shop/office. People will 

be more willing to use you if they see that other customers have had a positive 

experience. 

http://www.smarta.com/blog/2010/12/four-killer-strategies-for-creating-outstanding-email-marketing-campaigns
http://www.smarta.com/blog/2010/9/marketing-without-marketing-hot-new-ideas-for-generating-word-of-mouth
http://www.smarta.com/blog/2010/9/marketing-without-marketing-hot-new-ideas-for-generating-word-of-mouth
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11. Run a competition 

Give something away and get people talking about your business. You could run 

a competition from your shop and advertise it online. This could get more people 

visiting your shop: more people will see your awesome products and ultimately 

buy from you. 

 

12. Offer to write for a trade magazine or website 

A sole trader is the CEO of their business. That makes them experts in every 

aspect of running their venture and their industry.  So offer to write a blog on 

your business for a trade publication. It's another way of getting your business 

known and makes you look even more reputable. 

13. Try and win an award 

Entering for an industry award can be easy. For some, all you need to do is write 

an application. If you're successful, local press may be interested in speaking to 

you and it's another accolade to put on your website or business card. It also 

gives customers confidence in your business. 

 

14. Form a partnership 

For sole traders, a business partnership can be a godsend. Pairing with another 

business means that you will have access to their network of customers. You can 

also pool contacts and share advice. Want an example? A freelance marketing 

expert could team up with a sole trader in the printing industry. This way, the 

marketing expert can give advice and help with some social media advertising 

for the printing firm, while the printers can provide the marketer with branded 

stationary for his or her client. 

 

15. Help out a local charity 

Help organise a fundraising event or give 5% of your earnings from a particular 

product or campaign to charity. It will win your business brownie points in the 

local community and may even get some coverage in the press. TOMS footwear 

has made corporate social responsibility synonymous with its brand. Its USP is: 

"With every pair you purchase, TOMS will give a pair of new shoes to a child in 

need." 

16. Ask experts to write on your website 

http://www.smarta.com/blog/2010/12/how-to-maximise-the-potential-of-your-online-competition
http://www.smarta.com/blog/2010/12/how-to-maximise-the-potential-of-your-online-competition
http://www.smarta.com/advice/sales-and-marketing/pr/how-to-win-awards
http://www.smarta.com/advice/starting-up/company-formation/how-to-register-a-partnership
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Just like you, thousands of other businesses and people are looking to market 

themselves. If they're relevant, why not allow them to write a comment piece 

and post it on your website? Regular updates help your website to climb the 

Google rankings and guest posts are great link bait: your blogger will tell 

everyone they know to read it! 

17. Get on YouTube 

Have a YouTube page where you can put videos of your business. If you're a 

carpenter, film yourself building your latest project. If done well, it can show 

customers that you really care about what you're creating. It also gives 

customers an opportunity to see how much effort goes into building that chest of 

drawers. The same can be done for people selling burgers or even cleaning 

offices. 

 

18. Make a memorable business card 

If it's fun and memorable they may show it to friends. Effectively they're 

marketing your business for you. 

Sources:  

http://blog.bufferapp.com/7-ways-to-stop-satisfying-customers-and-start-wowing-them 
http://snowassociates.com/articleDetails.asp?id=2 
http://blogs.salesforce.com/company/2013/03/deskcoms-13-principles-of-customer-wow.html 

http://www.smarta.com/advice/sales-and-marketing/social-media/using-youtube-for-business-an-introduction
http://blog.bufferapp.com/7-ways-to-stop-satisfying-customers-and-start-wowing-them
http://snowassociates.com/articleDetails.asp?id=2

