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Myth 1. Better service = Higher cost
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Satisfied

Myth 2. We need satisfied customers
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ñBuild a better mousetrap and the world will 

beat a path to your door.ò

ééé.Ralph Waldo Emmerson

Myth 3. If we build a better mousetrapé..



·68% of customer defections take place because customers feel 
poorly treated.

(NOP/Ventura)

·The attitude of a service representative can have as big an influence 

on determining whether or not customers will buy the brand again. as 

the reliability of the product

(JD Power,TARP)

·This is an age of Vigilante Consumerism

(Brian Reserve International)

·Too many organisations are efficientéébut BORING!!!!

(Tom Peters)

Myth 3. If we build a better mousetrapé..
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Reliability Trust

Responsiveness Help

Belief

Empathy Care

Tangibles Basics

Intangible
FeelAssurance

Does it feel good to do business with you?

19%

16%

11%

22%

32%

© Copyright. Chris Daffy. 2008

The elements of service perception


