
Customers love 
to share bad 
experiences, 

and social media
gives them the platform.

A dissatisfied customer will
tell 9–15 people about it.

What are customers saying
about your company?

It doesn’t have to 
be this way…

Customer service can
be one of the best

competitive advantages.

Yet most companies don’t 
train their people to deliver 

exceptional customer service.

Every day, with every interaction, 
you have an opportunity to build 

loyalty or lose a customer.

Which will your organization choose?

For more information about how you
can build a service-minded culture, visit

www.kenblanchard.com/Products-Services/Legendary-Service

News of bad customer
service reaches more 
than twice as many people 
as praise for a good service experience does.

Over 1 million people view tweets 
about customer service every week. 
Roughly 80% of those tweets 
are negative or critical in nature.

of people think these 
same companies deliver 
superior customer service.
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What’s poor
customer 
service
costing you?

Poor customer service
has a direct impact on 

the bottom line.

Americans said they were willing to 
spend more with companies they 
believe provide excellent customer service.

Customer loyalty can be worth
up to 10 times as much per
year as a single purchase. 

Happy customers who have 

their problems resolved will 

tell 4–6 people about 
their positive experience.

Seven in ten

Only 15% provide training
to managers who oversee 
customer-facing employees.

Poor customer service 

 costs organizations

$338.5 Billion 
 a year globally

of organizations 
train their people in
customer service skills.

Only

began doing business
with a competitor 
following a poor customer service experience. 

say they deliver  
superior customer service. 
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78%
have bailed on a transaction  
or not made an intended purchase 
because of a poor service experience. 

to acquire a new customer 
than it is to keep a current one.  

It is SIX TIMES more expensive 

of consumers

Most companies don’t even 
measure how they are doing, 
and their perceptions 
don’t match reality.

who switched loyalties say the 

original company could have done something
differently to keep them as customers.

4% of customer service problems 
are known to top managers.

Only


