How was your experience with us today?
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Power of Customer Feedback
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How many customer complain to a business?

* 4% actually complain

°* 96% Don’t

* 91% simply don’t return

* 1in 25 customer will complain directly to you!




...Or how many give feedback?

* 85% Would like to give you feedback based on a positive experience

* 81% if the experience is negative

* Only 5%-10% will leave online reviews

* 90% of customer will read online reviews

e 88% Trust these reviews




Why don’t we like to give/receive feedback?

Customer:

e Effort level

Will it change anything

Not listened to

Uncomfortable

Not easy to give/leave feedback

Business:

Don’t want to hear
Another task to look after
Uncomfortable

Not going to change
Quality of feedback

Don’t know what to do with the
feedback

Too expensive



“What’s more dangerous than a dissatisfied Customer...a
Silent one”

(https://www.marketconnectionsinc.com)




What do
these have in

common?







6 Easy Steps to get your customers to leave feedback




Your customers can leave reviews
about their experience with you
on the go, making sure that you

never miss an opportunity to turn

an unhappy customer into a loyal
returning customer.

Thank you. Based on this visit, on a scale of O to 10, how tkely are you to recommend

us 1o others?
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Company Logo
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3.Get Staff Involved

How was your experience,

TellUsFirst

HOW DID WE DO
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4.Don’t ask too adh.
W;any questions,
be specific!
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5.Incentivise Customers, always helps

ok Winner
Pick a Winner Pick a Winner

Manage Competition
Nevious Winners

Previous Winners Previous Winne

Pick a Winner

Pick A Winner For Your Previous Winners
Survey Competition

Winner 1 Details

Enable [ Yes

RN Linda Enter a Date Range and click the compctition
button below to choose a random
and
winner in that range. encourage
nfogteliust An email with the winners a8
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customers to
Necaive Administration email of your
Receive N leave
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Date pm
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144 Sriley Clicks Breakdown

The number

the respective «

‘Customer Message Keywords

. excellent
helpful
service
great

6.Use the Results —
analyse and trend

124 Monthly NPS Scores 2022
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Monthly NPS Detractors Vs
Promoters 2022

Top Most Answered Survey

Questions

Question 1: Were you
approached with an
offer of assistance
within a reasonable
time ?

Question 2: Were you
happy with the
product selection
shown by our team
member?

You 2
0 1

Question 3: What area
were you least
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THANK YOU

TellUsFirst Head Office

The Business Centre
Blackthorn Business Park
Coe’s Road, Dundalk

Co. Louth, Ireland

A91 CX81

+353 42 93 33033
info@tellusfirst.com



http://tel:+353%2042%2093%2033033/
mailto:info@tellusfirst.com
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