
MOMENTS OF TRUTH IN CUSTOMER SERVICE

This is my first article in Forbes, so I thought it might be good to start at the beginning. I write and speak on customer
service and experience.

As with all areas of design â€” talking to customers and users will enable you to create magical moments that
matter to those customers and users. Therefore, as little as these moments of truth may seem, they significantly
add to the overall customer satisfaction. These are the main ones. Even the best companies have them, but
these great companies have trained employees and have a system on how to turn them around. Four Discrete
Moments of Truth There are four moments of truth in service and customer experiences that have been
recently conceptualized and defined in service design. Surveys designed this way give a misleading view, as
they do not ask a question which seeks to understand the importance of the particular services prior to the
request for an opinion. They ask a series of questions which request an opinion on how well the service
provider performed. It adds to the total experience of the customer. The second reason why customer
satisfaction surveys are unreliable is that even if they are designed well, satisfaction surveys tend to condition
the recipients to give a response. Some of the examples for it can be flight delay, a damaged product or even
an advice to the customer. Therefore, no matter how far-flung an organization is, these moments are the
foundation of its capacity to assist when it comes to service. Understanding the customer journey helps in
identifying the Moments of Truth. If the cast member gets within five feet of the guest, they are to
acknowledge them verbally. Modelling is crucial as moments of truths are proactive and need to be tied to
experiences that are important for the customer. Why Does the Moment of Truth Matter? Have thorough
follow-up Delight: Creating wow moments so that present customers become your advocates of your brand.
This impression may be either positive or negative. Getting it right would strengthen customer loyalty,
increase brand advocacy and escalate profitability. It makes us feel second-class and devalued. Copyright
terms and licence: CC BY 2. Identify different Buyer Persona: To figure out what score they will give you if
they are satisfied. Moments of truth contribute a lot to superior service delivery and customer satisfaction â€”
which in turn drive the cycle of profitable business evolution. All of these are main Moments of Truth, and
notice that they are all controlled by people. First Moment of Truth â€” this occurs the first time a potential
client comes into contact with your products. But the best stroke you can give others is your undivided
attention. And once customers are emotionally connected and rationally satisfied, that is when profitability
would also come in. In an ideal case, positive MoTs can leave a lasting impression. Use Tact with Tact Tact
means using adroitness in handling other people's feelings. The company offers a live chat interface for
businesses to interact and thus form a stronger bond with browsing customers by turning these moments of
truth in to moments of magic. Thus this leaves service as the only means of tangible differentiation. It is
important to model the moments of truth rather than basing them on your intuition. For example, you might be
walking toward your gate at the airport and walk by a couple Scandinavian employees. It is worth noting that
miserable moments can be created into magical moments if the customer is concerned enough to complain to
the service provider about the issue. Satisfactory or average is mediocre. Attend To the Little Things Paying
attention to the little things which don't directly affect the main service is a way of saying: "If we look after the
little things, just think what we'll do with the big ones. Tact saves everyone's blushes. British Airways airline
discovered that passenger goodwill increases when staff do unexpected extras such as spontaneous
conversations or invitations to visit the flight deck. Many designers will think big picture on this for example;
a guest in a hotel checks in on their birthday and is rewarded with an upgrade to a suite but in truth magical
moments can be delivered by just handling an interaction well for example; a fast food restaurant rapidly
delivering a warm and tasty burger when the customer is in a rush. Rectify this by immediately providing a
delightful experience.


