
 

 

 

 

What your customers dislike! 
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Surveys Show What Your Customers Dislike  
  
Surveys of customers can be very revealing even ind
organisation. This article summarises findings from
show just what it is that customers dislike the most
businesses.  
 
When they’re on the premises  

There’s one thing that customers dislike more tha
who are busily conversing with each other and
unforgivable and also very likely to cost the b
customer usually leaves and takes their business els

Whether the business is a retailer or a restaurant
being confronted by a salesperson who’s having a 
customer’s perception of the business plummets a
after just one such experience.   

Another real dislike is to be served by someone w
something. It’s unattractive at best and reflects p
breath mints should be sucked only while out of view

The use of industry jargon is viewed as being con
trying to make the customer look stupid or uninform
most knowledgeable of customers and should be 
has already asked a question using a particular ‘buzz
 
Telephone troubles  

Customers really dislike being put on hold during a 
– just telling them   “Hold a minute please” and the
music is not the right way to handle it.  The best wa
to ask the customer if they mind waiting for a few s
answered, then promise them that you’ll be back 
disliked when the person they have reached goes a
doesn’t return for several minutes.   
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ho’s chewing gum or eating 
oorly on the business. Even 
 of customers.   

descending and a means of 
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Regardless of how polite the employee is when putting a customer on hold, it 
should only happen once. Going away repeatedly to take other calls is seen 
as rude and a sign that the customer is not valued by the business. Asking 
the customer to call back later “when we’re not so busy” is another definite 
turn-off. Instead, ask when it would be convenient for you to call the 
customer back, and then take down their contact details.  

Even customers who start by telling you they have rung to complain about 
something, or who are obviously irate and aggressive, don’t deserve to be 
hung up on – they are only going to be twice as irate when they call back to 
complain about that as well!  

One of the important things a team member, particularly those who deal with 
customers on a regular basis, should be trained in is a telephone technique 
for how to handle difficult customers.   

Customers also dislike the feeling that they’re being ‘screened’. If they ask to 
speak with the CEO and that person’s not available then they should be 
advised that the CEO is out of the office and then asked by the person taking 
the call if he/she can be of assistance. The worst thing to do is to launch into 
a series of questions that sounds like the customer’s being evaluated to see if 
they’re worthy of being put through to the person they’ve asked for.  

  

No reply  

And finally, a customer dislike that’s right out of the electronic age. So many 
people use the Internet for gathering information that it’s become a highly 
valuable sales support channel. Many websites offer a facility for submitting 
requests for information and are thereby making a promise to supply it. 
According to one study, nearly half of online companies either don’t reply at 
all or respond with incorrect or inappropriate information.  

It’s up to you and your managers to be sure none of these customer-killers 
are happening in your place of business. Remember that only about ten 
percent of dissatisfied customers will ever complain to you – but they’ll tell 
everyone they know about why they’re unhappy with your business.  
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Want to find out more? We’ll work with you to ensure you delight your 
customers every time!  

 
Call today on 01743 249992, or   

Email: outsourcing@cb-solutions.co.uk    
   

Visit: www.cb-solutions.co.uk for more free resources!   
  

 
   
An Important Message   
While every effort has been made to provide valuable, useful information in this publication, this firm and 
any related suppliers or associated companies accept no responsibility or any form of liability from reliance 
upon or use of its contents.  Any suggestions should be considered carefully within your own particular 
circumstances, as they are intended as general information only.   
   
Terms Of Use   
All rights to the content in this publication are reserved by RAN ONE Inc. Any use of the content outside of 
this format must acknowledge RAN ONE Inc. as the original source.  
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