
Customer Satisfaction is Worthless, Customer Loyalty is Priceless

(Jeffrey Gitomer)

DID YOU KNOW?
· 91% of customers who leave will never return

· 96% who leave won’t tell you the real reason they left

· 80% will do business with you again if their problem is handled quickly and to their complete satisfaction

· If they leave because of a bad experience, stories will be retold to their friends

Building loyalty through Customer Service is essential as we focus on growing the business. Here are a few examples of how we can provide World Class Customer Service:

1.) Show genuine interest

2.) Be responsive

3.) Be available

4.) Be friendly

5.) Under-promise and over-deliver – exceed expectations!
6.) Be professional

7.) Empathize

8.) Communicate
What we say to a customer can be the deciding factor on whether or not they continue to do business with Sonlight. Here are some example of “What to Say and What not to Say…”

	Instead of saying…
	Say…

	Can't…
	Here's what I can do…

	I don't know or I'm not sure…
	That's a great question…

	A lot of people have had that problem…
	We are aware of… and we are working …

	It's company policy…
	In order to be fair to all of our customers…

	I'm sorry…
	I apologize…

	You should have… You need to…
	We recommend …


