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Customer service experiences aren’t always rosy—for 

either party. In this study by AchieveGlobal, more than 

5,000 consumers from around the world share their 

thoughts, providing a unique look through the eyes of 

customers and insight into ways companies can do better.

of consumers will refuse to do 
business with a company again after 
3 or fewer bad experiences.

1/3 (33%) of consumers would rather 
be treated well than have their issues 
immediately resolved.

Consumers greatly prefer to 
communicate with a company  
through live personal interaction 
about an issue or problem:

More than 1/3 (37%) of consumers have 
posted a negative comment online about a 
bad customer experience.

3 ways to improve your customers’ experience:

In consumers’ own words:

What CSRs should do or say:What CSRs do or say that's wrong:

Emotional Effort — The work  
associates perform to display the 
emotions that customers expect 
during service interactions.

Prepare associates to truly 
feel and display expected 
emotions, resulting in less 
emotional strain and more 
positive defining moments.

Net Promoter Score — A measure 
of a customer’s likelihood to 
recommend your organization to 
a colleague or friend.

Develop a win-win plan 
to boost your score as 
you benefit customers 
through exceptional 
customer experience 
management.

Defining Moments — Any points 
during an interaction when a 
customer judges an associate or 
your organization.

Create positive defining 
moments to improve 
customer satisfaction, 
favorable word of mouth, 
and organizational 
success.

Phone  43% 37% In Person

18% Email

2% Text

93%

Being rude, short, nasty, unhelpful, impatient, etc.

Saying "no" or “I don’t know,” doing nothing

Not listening

Putting me on hold

Saying it’s my fault

Scripted, canned, fake reading
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Apologize, say “I’m sorry”

Be polite, nice, kind, courteous

Listen

Understand me

Fix the problem

Be sincere
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