
Under lab conditions, 63% of people said 

they felt their heart rate increase when 

they thought about receiving great 

customer service

For 53% of those tested, receiving 

great service triggered the same 

cerebral reactions as feeling loved

Impact of bad service 

• 96% of customers won’t tell you they are 

dissatisfied, they tell their friends

• 91% of dissatisfied customers won’t come back

• 80% of people surveyed agreed that smaller 

companies place a greater emphasis on 

customer service

• On average it takes 12 positive experiences 

to make up for one negative one

• 58% research the products and services that 

they are considering purchasing online

• In 2013, 62% of global consumers switched 

service providers due to poor customer service 

experiences

• Globally in 2013, 66% of consumers switched 

brands or business due to poor customer service, 

a 4% increase on the previous year. 82% of those 

who switched believed the brand could have 

done something to stop them

•  70% of customers say they’ll continue doing business 

with a company if a complaint is ruled in their favour

•  Knowing what’s being said about your company 

online allows you to see where you’re succeeding 

and where you need improvement

•  Over 1 million people view tweets about customer 

service every week. Roughly 80% of those tweets 

are negative or critical in nature

•  24 hours or less is widely considered an 

acceptable email response time

•  When purchasing online, 71% of visitors 

expect help within five minutes

•  55% of consumers would pay more for a better 

service experience

• Consumers prefer assistance over the following 

channels: Phone (61%), email (60%), Live Chat (57%), 

online knowledge base (51%), “click-to-call” 

support automation (34%)

•  45% of companies offering web or mobile 

self-service reported an increase in site traffic 

and reduced phone enquiries

•  81% of companies motivate employees to treat 

customers fairly, and 65% provide effective tools and 

training to gain trust with their customers

•  70% of buying experiences are based on how 

the customer feels they are being treated

•  83% of consumers require some degree of customer 

support while making an online purchase

•  A 10% increase in customer retention levels could 

result in a 30% increase in the value 

of the company

of people surveyed agreed that smaller 
companies place a greater emphasis 

on customer service

US brands are

times better on average 

than UK brands

•  Americans are 10 times more likely to 

be dealing with what many consider 

an ‘outstanding’ company than 

their UK counterparts

•  Six of the top 10 US brands score 

higher in customer satisfaction 

than the UK leaders

US position

Turning it  around


