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Expanding CustomerService as a Profit Center

Striving for Excellenceand Competitive Advantage

Striving for excellence in customer service is critical to gain a competitive advantage. It is
the keystone for business growth and prosperity as it builds repetitive sales to existing
customers and referrals for new customers. If customer service is looked at as a major
business component and all customers are treated with excellence prior to the sale,
during the sale, and after the sale, customer service will become a profit center that
builds sales dollars to the top line and real profits to the bottom line. Customer service is
not as simple as offering a smiling "good morning" greeting and a "have a nice day"
parting, but an integrated system that manifests itself in all activities of the business to
wield an overall customer service organizational mentality. Every time a customer comes
in "contact with the company there is what we call a "touch point" and each touch point
must be a Wow! Moment" for the customer. It is the build-up of these wow moments that
develops into a superior customer service experience. No longer does the company sell
whatever the customer is willing to buy or the company wants to sell, but realigns its
customer service efforts to sell those products that the customer really needs. This book
is geared to those interested in delivering customer service as a profit center concept
that enables the organization to grow in the desired directions - doing the right thing the
right way in spite of organizational roadblocks.

Naresh Malhotra, Editor
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