INSIDE

NOVEMBER 2012 OCMETRO.COM

TWENTY-THIRD ANNUAL

PEOPLE IN ORANGE COUNTY

A.G. KAWAMURA ' AARON KUSHNER  ERIC SPITZ ' BILL TREFETHEN | STEVE . ALEXIS SCHULZE | PAUL EDALAT
BRIAN J. CUMMINGS, PH.D. © AILEEN ANDERSON, PH.D. | DANNY SULLIVAN ' EMILE HADDAD ' GIUSEPPE LAMA
JOEKIANI' KALLIE DOVEL BROOKE HODGES ANNA NELSON. JESSIE SIMONSON * ALLI SWANSON | MARY NIVEN
ALMIJARES ' PAUL WALTERS REGGIE GILYARD ROBERT SANTANA ' DAN GRIESEMER ' MAYTE SANTACRUZ
KRISTEN HOWERTON | LISA VARGA ' MARCY BROWN | LISA NEAL ' RYAN ADAMS ' TIM BUSCH ' PATRICK O'NEILL

THE BUSINESS OF FOOD

OC RESTAURATEURS ARE RIDING A RECORD SALES WAVE.
DOES ANYONE EAT AT HOME ANYMORE? ...
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John §. Pitts is founder and
president of Tekcetera Inc
a comprehensive and cost
effective hardware, software and
support technology services
company that delivers peace of
mind that businesses' technol-
ogy will work, every time. To
learn more, call John directly

at 714.922,4250 or visit
tekcetera.com.
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Loyalty counts

It’s time for tech compandies to respect brand allegiance.

by John S. Pitts

What does customer loyalty mean to your
business? In a recent study of more than 250
husinesses, the Peppers and Rogers Group
found that 81 percent of companies with
strong competencies for delivering continu-
ous and positive consumer experiences not
only gained loyal customer bases, they sig-
nificantly outperformed their competitors.
Many businesses don't strive to provide
these types of loyalty-hased experiences.
This is especially true in the technology
industry, which, according to Forrester’s 2011
Customer Experience Index, has one of the
lowest customer service ratings.
How detrimental can a reputation for poor
customer service be? TTere are a few facts:
= Businesses should expect one dissatis-
fied customer to tell between nine and 15
people about their poor experience.
= More than 86 percent of consumers quit
doing business with a company because of
a poor experience.
< Tt takes more than 12 positive experiences
to male up for one negative experience.
< It is five times more costly to bring on a
new client than to retain a current client.

With that said, how can businesses provide

positive experiences and achieve lovalty?

=+ Communicate - It's more than just clicking
“Send.” Pick up the phone, update custom-
ers and make them feel a part of the overall

experience. By involving customers, busi-
nesses foster a team experience and ensure
that project progress is always being made.

<+ Team up - Collaborate with customers to
celebrate the succeesses and work through
the challenges.

< Go above and beyond - Pay attention to
the little things. Whether it’s an after-hours
email or phone call on the weekend, make
sure customers are aware of vour effort.

< Measure retention - Be cognizant of your
company’s retention rate. Tt will give a re-
port card on customer service and provide
insight into the health of the business.

= Slow down and listen - As the famous say-
ing goes, “Tf something is worth doing, it’s
worth doing right.” Listen to the customer’s
needs and act upon them.,

-+ Take time, make time - Make it known
to vour customers that time will always
be made for them, whether it's an email,
phone call or in-person meeting. Take the
time to support the customers who support
vour business.

< Understand your clients’ needs - Not every
client is the same, By understanding and
delivering serviees to satisfv each client’s
unique needs, businesses are able to set
themselves apart and provide services that
aren't available anywhere else.
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Keep informed with Gives your customer ser- @{’G) A must for the frequent
USA this handy app, which vice agents the flexibility traveler! It gives you the
TODAY allows you to access to stay on top of support oppartunity to find low

news on the go - any requests and updates fares, pick your perfect

time of the day. with real-time access

without a computer.

airplane seat and get
real-time flight alerts.
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