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CUSTOMER SERVICE 
What Are the Trends in the Farm Market Industry 

Finding vs. Keeping Customers: 

 Finding Customers Activity  $ $ $ Keeping Customers Activity  $ $ $ $ 

1)   

2)   

3)   

4)   

5)   

6)   

TOTAL   

The cost of failing to delight: 

 Opportunity costs (lost revenue)  

   

1) Average amount spent per customer per year  

2) Number of customers lost each year  

3) Lost revenue (line 1 X line 2)  

4) Word of mouth (line 3 X five potential customers)  

5) Total opportunity costs (sum lines 3 + 4)  

6) Lost profits (50% of line 5)  

   

 Out-of-pocket costs  

7) Time spent trying to get it right (hours)  

8) Compensation per hour  

9) Expense incurred trying to get it right (line 7 X line 8)  

10) Time spent apologizing and responding (hours)  

11) Compensation per hour  

12) Expense incurred trying to get it right (line 10 X line 11)  

13) Cost of warranties  

14) Related telephone, postage and shipping expenses  

15) Legal and collection fees  

16) Total out-of-pocket costs (add lines 9, 12, 13, 14, 15)  

17) Total cost of failing to delight (add lines 6 + 16)  
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What delights your family members?, . . your associates? 

What disappoints your family members?, . . your associates? 

Our equivalent of selling hope:

Customer What do you expect of me? What problems do I solve for you? 

1)   

2)   

3)   

4)   

5)   

Three things you would like your customers to say about you? 

Three things you would like your competitors to say about you? 

Three things you would like your staff to say about you? 

Management Questions: 

The top: 
Why are we in business? 
What do we want to achieve? 
How are we going to do it? 

The middle: 
How can I contribute to the mission? 
How can I be a model for it? 
How can I get everyone excited? 

The front-lines: 
How can I contribute to the mission? 
How can I relate to our customers? 
How can I make this happen? 
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Ten questions to measure your impact on customers:

(Indicate how the following statements reflect you.  On a scale of 1 to 5, 1 indicates the statement does 
not accurately reflect you at all and 5 indicates the statement is highly reflective of you.) 

__ 1) Regardless of the situation, I look forward to greeting each customer cheerfully. 

__ 2) I believe the customer may not always be right, but I dignify the customer anyway. 

__ 3) Within three visits, I can remember and greet my customer by name. 

__ 4) I view a customer complaint as an opportunity to delight the customer. 

__ 5) I always follow up to see if my customers are delighted in doing business with me. 

__ 6) I take the time to find out what problems I can solve for my customers. 

__ 7) I actively listen to my customers and attempt to follow their advice and suggestions. 

__ 8) I think it is more important to satisfy existing customers than find new ones. 

__ 9) I believe that when a customer experiences a problem with something I have sold or done, the 
problem is mine not theirs. 

__ 10) I commit significant time and money resources regularly and routinely to educate my associates 
about the importance and methods of delighting customers. 

What if I fail to live up to my promise: 

 Promise What should a customer expect if I fail to live up to my promise? 

1)   

2)   

3)   

4)   

5)   
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Customer interaction point Satisfactory level Delight level 

Interactions before the sale:   

Access   

Parking lot   

Reception area   

Shopping carts   

Chairs/benches   

Courtesy magazines   

Signage outside   

Signage inside   

Restrooms   

Other   

Inbound information call   

Inbound order call   

Reading newspaper advertisement   

Reading brochure   

Listening to radio advertisement   

Reading yellow pages   

Reading catalogue   

Observing billboards   

Reading business cards   

Interactions after the sale:   

In-person ordering   

Methods of payment   

Customer identification   

Delivery   

Installation   

Inventory status   

Other   

Product   

Warranty   

Follow-up   

Return policy   

Handling complaints   
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