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A Few Words From the Author 
 
 
I am a small Internet business owner as many who read this report will be.  

Although I will always be a computer geek, as this is my original field of expertise, 

I have been a small business builder most of my career.  Looking back, the 

discipline, order and problem solving techniques learned for a career in computer 

technology has served me well over the years.  I attribute much of my success to 

those skills, for without them chaos would ensue. 

 

Establishing documented policies and procedures for your business allows you 

the freedom to hire employees, contract the services of independent consultants 

and outsource work to firms that have the infrastructure to support your business 

and the controls to properly relieve you of tiresome tasks.  As a business owner, 

your job is to have the ability to implement your vision, ensure it is operating at 

high efficiency by creating repeatable documented procedures and letting the 

workers run the business based on those procedures.  Once you have achieved 

this, you are free to duplicate your success by creating new legs to your business 

and even creating a whole new business.  In fact, documented procedures were 

the deciding factor the buyers gave for purchasing an offline business I sold in 9 

days. 

 

I have butted heads with many on the Internet on support issues.  For this, I only 

apologizes that I was unable to resolve the issue(s) that would undoubtedly affect 

other customers.   Most of these businesses are run by individuals who have 

learned the technical trade, but have not worked in the computer industry to 

know that procedures and checklists are the basis for technology to run smoothly.  

Hardware parts will fail; cables will be disconnected; servers will need to be 

upgraded on a regular basis.  The only thing you can control in an automated 
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environment are the procedures you develop to address these issues.  Why 

inconvenience your customers when it can be properly controlled by you?   

 

When I came to the Internet, I had no intent to market to other Internet 

Marketers.  I have many niches I market to and prefer to keep many of those 

private.  Do I have something to hide?  Nope!  Just 5 years of frustration with bad 

customer service and no understanding of why those businesses didn’t get it.  

Until now! 

 

When the universe gives you a problem to solve, it will continue to present you 

with the problem until you “get it.”  I finally got it! 

 

To Your Customer Service Success! 

Gail Metcalf 
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Legal Notice   
 

Although attempts have been made to verify information presented in this 

publication, neither the author nor the publisher assumes any responsibilities for 

errors, omissions, or contradictory information contained in this document.  

 

This document is not intended as legal, investment, or accounting advice. The 

reader or purchaser of this document assumes all responsibility for the use of the 

materials and information. GRM Business Solutions, LLC assumes no 

responsibility or liability whatsoever on behalf of any reader or purchaser of this 

material.  

 

Giveaway Rights  

This is a free publication. The only rights you have to this report are distribution 

rights. That means you may give it away to as many people as you want. It may be 

used as a bonus in a sale, you may include it in a membership site, and you may 

post it on your website.  It may not be distributed on any auction sites, including 

eBay.   

Your rights DO NOT include changing or copying any part of the report. All 

information in this report must remain intact and unchanged, including author 

and distributor names and links. You DO NOT have rights to sell this report. 
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Why I Wrote This Report 
 

I have completely had it up to my plucked eyebrows with BAD customer service on 

the Internet.  I’m telling you – it’s like the universe is forcing me to write this 

report and do something about the issue.  I don’t intentionally go looking for bad 

service.  I don’t expect bad service.  I don’t even like to bash businesses that have 

bad service.  But it seems, if a company has support issues, I’m doing business 

with them.  So I wrote a book about customer service on the Internet and how to 

reap the rewards of out servicing everyone else.   

 

I’m going to give these businesses the benefit of the doubt and assume they really 

don’t know how important customer service is in an automated, faceless 

environment.  Otherwise, why would I keep running into bad service? 

 

Do I really need to come out and name the businesses that don’t care about their 

customers?  Do I need to warn everyone just coming to the Internet to avoid these 

businesses? 

 

Maybe I’m over sensitive to this issue because I have over 25 years in the 

computer industry.  I know what can go wrong and how to prevent it.  I’ve earned 

the right to be outspoken on this topic and I’ll tell you why. 
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Who is Gail Metcalf and Why Should You Listen to He r? 
 

I will admit I am over a certain age, but I’m not an old hag; a stick in the mud or a 

people hater.  And I’m not even longing for the days of old…I’m a forward thinker 

and up on all the latest technology.  I was even one of the first women to get into 

computers!  Back in the day, I was working in IT corporate offices staffed with all 

men.  There wasn’t a woman to be found in computer software.  Man – was it 

tough.  Back then we had to deal with all forms of sexual harassment.  Really…I 

actually had to put on glasses and wear my hair in a bun to get any work done 

and have the men take me seriously. 

 

You see, back in those days, we wrote our programs on coding sheets and turned 

them into keypunch to have a card deck produced.  These decks were then read 

into the machine each time the program was to run, read in and stored on tape 

(upright tape drives) or read in and stored on huge disk packs.  Those were the 

tedious days.  Thank God I saw the light and quickly turned herself into a highly 

paid software consultant. 

 

Developing Trust with End-Using Departments 
 

 
Not only was I a trusted software developer, but I was singled out to develop 

training programs and manuals.  These corporations knew how important it was 

to develop trust in the departments that were to receive these new business 

applications.  These employees feared changes and did not trust IT professionals 

who could possibly eliminate their job with new software.  The IT department 

needed someone who knew how important these employees were to the business 

and that could handle them with ease.  In those days, most software developers 

were just computer geeks who could barely put together a customer service 

sentence, let alone be trusted to handle the employees in other departments. 
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As I phased into the end-user training, I wondered how I would handle standing in 

front of 30 – 40 people and fielding their barrage of questions about the new 

application.  I was a closet computer geek myself – not especially excelling at 

public speaking.  I rose to the challenge of turning these new users into super 

users who now thanked IT for making their job easier.   

 

Building Offline Businesses 
 

Eventually leaving the computer industry, I challenged myself to build two offline 

businesses that relied heavily on customer service.  Some of the computer geek 

was still inside me and I tripped and fell a few times, but my OCD (obsessive, 

compulsive disorder) quickly kicked in and I realized how much good customer 

service benefited a business in the form of a lifetime customer.  These customers 

came to my store even when they had to wait in line because they knew I quickly 

and fairly addressed their issues.  Others waited months to get an appointment 

because word had spread of my quality and attention to detail. 

 

Back to Corporate America and IT (Information Technology) 
 

 
After selling the offline businesses, I worked in IT management for a large US 

corporation.  At that time I considered myself a semi-retired business owner, but 

missed the technical and strategic challenges.  This is always a problem for work-

a-holics.  Being away from the computer industry for eight years, I knew it would 

be tough getting into a corporation with new technology that I was not proficient 

in. 

 

As usual, the executives had another plan for me and I found myself quickly being 

promoted with more and more responsibility.  I was put in several IT support 

departments managing the software developers and the help desk that created the 

customer service tickets.  I was immersed in new technology and managing 

employees and contractors who were not used to being managed effectively.  My 
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job became setting up the processes that would increase customer satisfaction, 

reduce the operating overhead and stop the complaints that were flooding into the 

department. 

 

How IT Departments Manage Their Customer Service Issues 
 

Within large corporations, the IT (Information Technology) staff utilizes timetables 

that have been established to define how they service their end-user departments.  

These departments are using the software developed by IT to perform their daily 

tasks.  If the application is down or a server is down, then that department cannot 

perform their duties and the work starts to backlog.  Eventually the customers of 

the company are affected, such as the Human Resources department that is 

unable to lookup employee information and the accounting department that 

cannot access historical information. 

 

To keep the corporation running, strict guidelines are enforced for: 

• The time allotted to respond to a down application or server 

• The time allotted to fix the down condition 

• The time allotted to rerun applications that have failed 

• The time allotted to report status to upper management on the outage 

 

If the allotted time is exceeded, a management call is scheduled to inform all 

department(s) affected.  

  

If these guidelines were not established, the support people would get lost in the 

maze of confusion and detailed investigation that is required to identify the root 

cause of the problem and develop the resolution.  They would literally forget about 

how the event is affecting the executives, the end-using department and the 

customers calling in who have been inconvenienced.  I wasn’t only managing the 
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technical staff, but had to make sure the customers who used the software were 

updated routinely to minimize the impact down the line. 

 

Running a business on the Internet is much like managing an IT department – 

your customers enjoy instant satisfaction by purchasing digital products ready for 

immediate download.  That’s why they purchase on the Internet when they could 

have taken the time to order a delivery or drive to the store. Imagine how quickly 

their joy fades when a problem is encountered…and their frustration when all 

attempts to get help are extended by hours or possibly days…and when their 

issue is finally “resolved”, they receive no apology, no empathy, no consideration 

for what they have had to endure. 

 

In thirty years, customer service and support has changed dramatically.  With 

companies implementing automation to reduce their operating overhead, the 

customer has had to endure bad service from people who don’t seem to care how 

they are inconveniencing their customers.  In fact, I have been left to wonder if 

anyone is getting any training in customer service these days when they are hired.  

This could be another company overhead that was cut from the budget. 

 

I have been an employee, an independent consultant and a business owner.  I 

know how difficult it is to deal with support issues when your focus is on building 

your business.  If you’re like most of us, all your attention is focused on product 

development and marketing.  I’m the first to scream when I have to spend time 

implementing new procedures when a support function is not working.  I have 

more important things to do and my first instinct is to put it at the bottom of the 

To Do List.   

 

When you hire an employee to assist with customer service, they’re probably more 

concerned with their paycheck than honing their service skills.  By the time you 
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hire workers, you should have documented procedures for them to follow to make 

sure the service they provide is done exactly to your specifications.   

 

But why are we just sitting back and taking the BAD service? 
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The Effect of BAD Customer Service 
 
 
If you’re doing business on the Internet, then you’ve experienced the catch-22 of 

getting things done quickly and then crashing to a halt with a service provider 

issue that has caused a road block.  When these road blocks are encountered, it 

affects your flow and it affects your schedule: 

• Creativity slows and eventually stops 

• Frustration sets in 

• All focus is on resolving the problem 

• Time is ticking 

• Schedule begins to slip 

• Customer expectations have to be addressed 

• Business credibility is affected 

• Your credibility as a business owner is affected 

• The ripple effect goes on and on…. 

 
 
If you’ve taken the trouble to setup a business, why in the world would you not 

make sure your customers are handled like precious jewels?  It just doesn’t make 

sense.  I have spent over 25 years making sure customers receive good service.  

Where is this concern with many Internet businesses? 

 

Employees Don’t Come with Built-In Customer Service Skills 
 

  
What would happen if I just hired staff for the Support Desk and told them to take 

care of the tickets?  Do you think they would handle the job as I would?  Of 

course not!  They would do the job as they see fit, on their timetable, at their 

leisure.  Why don’t more businesses train their support staff?  Why does the 

owner support the hired help instead of the customer who is complaining?  Time 
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and money are in short supply these days, but that doesn’t mean you should 

short change your customers. 

 

If you’re like me, when a customer issue is received, the first thoughts that come 

to your mind as a small business owner are: 

• The customer is too demanding or difficult; transferring the problem to the 

customer 

• This is the way my system works, so don’t complain; being too protective of 

their product or service 

 

As a business owner, we may think it’s easier to just get new customers than hire 

new help.  It’s hard to find good workers today, so it’s easier to make sure your 

worker is kept happy – don’t ruffle their feathers.  That’s fine for the short-term, 

but for long-term business success, you have to bite the bullet and take the time 

to find workers who will handle your customers with respect, the way you want 

them to be treated.  Document the procedures exactly how you want the job 

completed and manage the workers to this document.  Doesn’t that make more 

sense? 

 

One of the services I use for search engine ranking has the worst customer 

support I have encountered on the Internet.  It doesn’t matter how many tickets I 

open at their Help Desk and it doesn’t matter how loud I complain, the owner 

doesn’t care.  He always supports his staff no matter what the situation is, even 

when customers are telling him there’s a problem.  Recently he blogged about his 

help desk and the wonderful staff working for him that has allowed him to enjoy 

doubled and even tripled profits since setting up this wonderful service.  He 

received a ton of comments on this post and many of them cautioned him on 

adequately monitoring his staff for effectiveness.  Did he get the message?  Nope!   
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I’m still waiting on tickets I opened last week that have not been resolved.  These 

tickets are urgent as the service I am paying for is not working.  I am left to think 

the tickets are not that important to them or that they are left to be resolved at the 

staff’s convenience.  The result of this bad service is that I am looking for another 

company that will provide better service so I don’t have a heart attack due to the 

excessive and ongoing frustration.   

 
I have tickets with another business that have never been resolved.  I have phone 

calls that have not been returned.  The owner prefers that we use the nightly chat, 

which I have attended each night.  I had a website that had been down for five 

days.  On Monday, he told me through the chat they were working on my site and 

that it would be up shortly.  The next day it was still down, but now it had a page 

promoting HIS product – not my site.  I called again.  No answer.  I attended the 

nightly chat and told him about the page.  His response was that it worked fine for 

him!  Even when the chat group confirmed the domain was showing the wrong 

page, he insisted he could access it fine.  

 
Two days later the site was still promoting HIS product and he was not returning 

phone calls.  This is a business owner who thinks everyone else is wrong and he’s 

right.  How do you train a business owner to give good customer service?  Who do 

you complain to?  Will it always be this way?  Why was he so easy to 

communicate with before I started doing business with him? 

 

Those were the questions going through my mind.  As a business owner I had to 

make the decision to cut my losses and stop promoting this service.  My 

customers are more important to me than the vast amount of money I could make 

using his business model.  I prefer to prevent customer complaints than be forced 

to deal with them due to someone else’s poor service.  This business owner’s 

approach to customer service left me with visions of more problems in the future. 
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Your Product or Service Defines the Type of Service You Should Provide 
 

Not every business sells a product or service that requires time-sensitive support.  

But you must let your customers know when their issues will be handled.  If you 

don’t set an expectation, you’ll be hounded with repeated requests for status. 

 

Your chief concern should be with software and web hosting services where your 

customer is relying on you for up time.  When a website is down, the customer is 

not making money.  If a payment processor is down, the customer is not making 

money.  If you provide a service that a business relies on and it’s down, the 

customer is not making money.  It’s extremely important you understand this as 

an Internet business owner. 

 

Many service businesses are understaffed to keep their overhead down.  Most new 

Internet business owners are looking for the lowest price possible in a web host 

and that’s what you get for your money.  Well, I have found the same issues with 

businesses that are charging a premium for their service and they don’t seem to 

care when the customer has been impacted.  This could be due to the high 

number of customers they host in relation to the low number of technical support 

people they employ. 

 

One of my web hosts upgraded to a new version of php without notifying the 

customers.  I didn’t know that at the time, I only knew that my software was not 

running…and we had not changed anything.  I had to call my programmer to 

investigate and find out what really happened.  This meant I had to pay him to get 

information that should have been provided by my hosting company.  Why didn’t 

the host just admit a change was made that could affect the customer and offer a 

resolution?  Instead the site was down a couple of days and I (the customer) 

incurred an additional expense.   
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People – listen up…when a website is down due to your service, it is your 

responsibility to get it back up as quickly as possible.  Not when it’s convenient for 

you.  It’s called “customer service.”  It’s what your customer expects for doing 

business with you. 

 

Offline stores will do anything to keep from going dark – that’s when the lights 

have been turned off and the store is out of business.  It’s obvious to people 

coming to the store that you are no longer there and rush to tell their neighbors.  

Well guess what?  It’s the same on the Internet.  When a visitor comes to a site 

that has a blank page or a not found error, that’s what they think.  They have the 

whole Internet to surf and will quickly find another site to do business with.  This 

should be a primary concern for you as a business owner and something you 

must try and avoid at all cost! 

 

I paid a monthly fee for the website that was down for six days.  The business lost 

the data that cannot be recovered and I lost the credibility of my business with the 

customers I had already met with.  They were wondering where the site was and 

when it would be back up for the fee they already paid me.  Now their business is 

impacted because they are sending their customers to a site that is not there. 

 

In this specific situation it was human error that could have been avoided.  The 

owner has said “I’m sorry – it’s all my fault,” but I feel I am owed more than that.  

Why wasn’t he scrambling to make sure the site he started recovering on Monday 

was indeed working by the next day?  Good customer service is following through 

on what you say will be done and making sure it was done right.  If not, you owe 

your customer something in return.  How about giving me this month FREE for 

the time and customers I lost?  If he had done that AND fixed the problem, I 

wouldn’t still be grumbling about the issue.  This is a good example of how 

negative information about a business spreads quickly when an issue is not 
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resolved to the customer’s satisfaction.  It is human nature to tell as many people 

as possible so they will avoid the same issues you had to endure. 

 

If you sell an eBook that is not critical to the day-to-day operations of your 

customer and something goes wrong, then this issue is less critical than a website 

being down.  It’s your job as a business to identify the critical issues, define how 

your customer is impacted by each issue and how you will prioritize and resolve 

those issues.  That still does not warrant making your customer wait an 

unreasonable length of time to get the issue resolved.  On the Internet, response 

time is critical and that includes your time to resolve issues.   

 

Being a business owner comes with a lot of responsibility and sitting back waiting 

for your customers to tell you what the problems are is just plain bad business.  

YOUR CUSTOMERS WILL NOT COME BACK! 
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How Do You Provide Good Internet Service? 
 

Good customer service is doing what you say you are going to do.  It’s finding a 

way to connect with your customer to show empathy for the inconvenience and 

it’s about showing them they come first.  Why else would they bother to come 

back and purchase from you again?   

 

Good service doesn’t just happen – it’s planned and documented.  This is a living 

document that gets updated at least once a year to fix what isn’t working and to 

address new issues.  Your staff must be trained and monitored.  I have hired and 

trained many employees and can definitely report not one of them performed the 

job as expected without regular performance reviews. 

 

That’s what keeps an employee or a service provider on their best behavior – 

knowing they will be reviewed.  Otherwise, it is perceived that you are happy with 

their performance and things naturally begin to slack over time.  That’s why 

people and service businesses need to be managed.  I once had a Team Lead ask 

me why he had to follow-up on his software developers.  After all, they are 

educated adults and he thought they should be responsible for their actions.  

Unfortunately, I know first hand people don’t act the way they should. 

 

How I Approach Customer Service 
 

Let me explain my approach to good customer service as an independent software 

consultant.  The large and small corporations I worked for contracted my services 

because of my experience and excellent referrals.  I knew it was up to me to keep 

adding to those excellent referrals.  One bad incident could seriously harm the 

company I had contracted with and could affect my ability to obtain new 

contracts.  That meant I had to design and develop bug-free systems for the end-

users and the department I was working for.   
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When I was performing software development, this meant I could not launch my 

new system for the using department until I had made sure all errors were 

identified and corrected.  The actual install date was determined by the using 

department and scheduled by the IT department I was working for.  That date was 

burned in my brain and I knew it had to be met.  If I as a consultant could not 

make that date, I made the IT department look bad and the ripple affect would 

occur. 

 

Transferring Online Skills to Offline Businesses   
 

With this type of background, I was able to transfer the customer service skills to 

new offline businesses I built.  Before releasing a new product or service, I would 

sit down and document what could occur to impact my customer.  This enabled 

me to identify any defects and to correct them before they were encountered by my 

customers.   

 

There will always be new customer service issues as your business grows.  Even 

though you anticipate your customer’s needs, it’s important that you are ready to 

listen to customer complaints, document them and correct them.  If I don’t have 

any customer issues that are being reported, I survey my customers to find out 

what I need to know.  Some customers will not take the time to register a 

complaint, but they are ready to tell you when you ask.  

 

As a business owner, I can understand that a business has a reason for setting 

policies, but it’s to the benefit of the business to make the customer understand 

why.  If you want to keep their business and continue to profit, then it’s also 

necessary to hear their issue and weigh the pros and cons. 

 

As an example, I was having great difficulty with a new graphics artist I was 

using.  This was delaying the project so I asked her via email to give me a call.  
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Without asking why I was requesting a phone call, she proceeded to tell me that “I 

run an Internet business and I do not use the phone.”  I could understand that, 

but I took issue with a business that refused to consider the needs of their 

customer, since each transaction was unique.   

 

12 Customer Service Mistakes on the Internet 
 

If you’re making any of these mistakes, it’s time to make some changes that could 

result in increased profits for your business: 

 

1. You or your staff tell a customer you don’t return phone calls and you don’t 

reply to emails even though you have chosen to list that information on your 

site.  Showing this information is an invitation for them to contact you.  

Instead, use a “Contact Us” page that tells your customer how to get 

assistance. 

  

2. You or your staff has acknowledged to a customer their site is down, but 

fail to provide a reason or the time for the problem to be corrected.  Do 

not let your customer’s website be down without an explanation.  Too often, 

web hosts don’t know of a problem until it is reported by their customer.   You 

should have a process in place to identify down websites, make them a top 

priority and get them back up as quickly as possible. 

 

3. Your one and only support person cannot access the Internet to work the 

support/help desk and issues are still allowed to be created.  If you have a 

support/help desk, chat sessions or other communication channels setup, 

make sure they are working and someone is staffed to reply to the issues.  If 

the service is down for any reason, put up a temporary web page on the 

domain or disable the service to prevent new issues from being created by your 

customers.  If they know the service is down for a good reason, they will 
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patiently wait or you could give them an alternative.  They appreciate you for 

taking the time to let them know!  I use an 800 number as an alternative for 

my customers when the Support Desk is down.   

 

4. A service you provide for your customer is down and you or your staff fail 

to notify all customers that are affected.  This is critical if you offer software 

that is used by your customers to run their business, like a payment 

processor.  If the service is down, let your customers know as quickly as 

possible so they can make an informed business decision on what to do.  This 

is especially important if the service impacts their customers.  Understand that 

your customer will receive customer inquiries and you should make sure they 

are in a position to answer those inquiries and not be blindsided. 

 

5. Your support staff closed a ticket with a resolution without letting the 

customer know the ticket could be reopened if further assistance is 

needed.  To effectively track issues, tickets should be closed as soon as they 

are considered resolved.  If you fail to tell your customer how to reopen the 

ticket, this could really make them unhappy if an issue still exists. 

 

6. You or your staff forgets to use the words “please”, “thank you”, “we 

apologize for the inconvenience” and “thank you for reporting the issue.”  

Nothing makes a customer more frustrated than a business that is not user 

friendly and also is unaware of their frustration.  If you’re going to take the 

time to address customer issues, make sure your customer is happy with the 

end result and goes away with a good feeling about the company 

 

7. You or your staff put a ticket on hold without including a comment on 

what is being done.  A ticket on hold is translated by the customer as “they 

don’t know how to solve my issue” or “they’re not doing anything.”    Don’t let a 
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ticket go without a response.  Your customer will appreciate it when you let 

them know you are working on the problem, but don’t yet have a resolution.   

 

8. You or your staff tells customers their ticket will be resolved in the order 

it was received.  Huh – you mean my down website has to wait for all other 

less important issues to be resolved before you get to mine?  Do I really need to 

explain this further? 

 

9. You or your staff tell the customer where to find the resolution to their 

problem on the website, instead of providing it in the ticket.  Here’s 

another big duh!  If your customer understood the information on the website, 

they would not need to open a ticket.  I understand the need to not duplicate 

information that is readily available, but it’s actually easier to have this in a 

cut/paste document and just give it to the customer.  This eliminates the 

frustration for your customer.  Even asking what it is they don’t understand is 

much more helpful than just referring them to the website. 

 

10.You or your staff provides information to the customer using Internet 

buzz words not readily understandable by the customer.  Don’t assume 

your customer knows as much as you do.  A little customer education goes a 

long way to turning an inconvenienced customer into a grateful customer.  

 

11.You or your staff fails to follow-up with an irate customer.  Many times 

this happens with an issue that is taking long to resolve or a mistake that 

was made by the business.  You will make a customer for life when you admit 

the issue or mistake and perform one last customer interface.  A profuse 

apology for the inconvenience and telling your customer what you are doing to 

ensure it will never happen again will encourage them to continue doing 

business with you.  Everyone wants to be heard and understood.  One short 

direct response will accomplish this.    
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12.You or your staff allows a bad mood to affect customer service.  Customers 

can be rude and thoughtless; their problem is the only issue on their mind and 

they don’t care how many other issues you have to resolve.  This is a given in 

running any business and you should be ready to overcome this obstacle with 

planning. 

 

Have you encountered any of these mistakes on the Internet?  How did the issue 

make you feel?  Do you remember the frustration?  Do you remember your first 

purchase on the Internet?  Can you now relate to your Internet customers?  More 

new customers are coming to the Internet everyday and it’s easy to forget what 

they don’t know since we have come so far. 

 

How to Make Customer Service Easy for Your Business 
 

People use the Internet because they want what they want now – not tomorrow 

and certainly not next week.   An Internet business must keep this as the most 

important issue when setting up a customer service support system.   

 

Establish a customer service “what if” system to help you understand the issues 

your customers could encounter before they are impacted: 

• What if the customer misses the download page? 

• What if the customer’s payment is interrupted? 

• What if the customer waits up to 8 hours for a company response? 

• What if the customer has questions before they purchase? 

• What if the customer insists on speaking with a human? 

• What if the customer has never purchased anything on the Internet 

before? 

• What if the customer can’t find the information to contact us? 

• What if … 
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A fully satisfied customer will spend 2.6 times more money than a somewhat 

satisfied customer.  That should be all you need to know to be motivated to 

address customer service issues.  After all, your business exists to make money.  

If all it takes to make more money is anticipating the needs of your customers and 

giving it to them, why would you not take the time and make sure it’s done 

correctly?  

 

Customer service doesn’t have to be hard and it doesn’t have to be intrusive.  Set 

it up right the first time and you’ll never be without customers willing to spend 

money on new products and services you offer.  Be the one Internet business in 

your niche to provide superior customer service and worthy of creating a buzz in 

the community! 

 

Learn More About Automating Customer Service 
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