Navigating Misinformation:
Elevating Customer Service
in an Age of Errors

— by Janelle Barlow, Ph.D.
©AII Rights Reserved. October 2023



. S " el

In the intricate dance between customers and businesses, misinformation too often sneaks in like an
unexpected plot twist. We've all been there, nodding along to advice only to realize later that we've been led
astray. It's an unfortunate reality, but it's how a company handles such hiccups that truly defines its
commitment to customer satisfaction.

Let me transport you to a wintry escapade in Pittsburgh. | checked into a renowned hotel, and eagerly
sought a swim. As the hotel itself lacked a pool, it did have an arrangement with a local health club. Armed
with directions from a well-meaning hotel representative, | trudged through a blizzard, fueled by anticipation.
Guess what happened?

My plunge was cut short when | discovered that the pool's closing time had been relayed incorrectly by an
hour and a half. A rookie mistake, the club's pool manager noted, casually dismissing the error with a shrug.
But to me, the customer, it's all too familiar, and in this case highly disappointing.

We've come to expect occasional blunders. What sets exceptional businesses apart is their response
when they pass on misinformation. So, how can companies turn these missteps into opportunities for
improvement? Here's advice that will make a difference:
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1.0wnership and Accountability: Own up to the mix-up without hesitation. Place the spotlight on the
misinformation itself, not on the customer's supposed telepathic knowledge of your operations.

2.Unity in Diversity: Refrain from playing the blame game internally. The world is complex, and
misunderstandings are bound to occur. Instead, focus on resolving the issue collectively.

3.The Gift of Apology: Channel the A Complaint Is a Gift™ approach by genuinely thanking the customer
for their feedback. Apologize with sincerity, showing your commitment to delivering accurate information.

4.Compensation with Grace: While not obligatory, consider offering a token of goodwill to the customer.
It need not be grand; a gesture like a complimentary swim the next day would help.

5.Taking Action: Go beyond damage control. Let the customer know that corrective measures are in
place to prevent future misinformation. A lifeguard assuring immediate communication with their partner
at the hotel’s front desk displays a proactive stance.

Misinformation may persist, like an encore, but organizations that take a stand against it send a powerful
message. Rather than accepting it as an inevitable miscommunication, they declare their dedication to refining
customer experiences.

Reflect on your own organization. How do you tackle misinformation? Is it the customer's obligation to
decode your business operations? The truth is, a proactive approach to misinformation can lay the foundation
for higher quality customer service, reaching far beyond the information exchanged.

Imagine a world where every business treats misinformation as an opportunity, a chance to elevate their
service. With each step towards accuracy and accountability, they make every interaction a tale of trust and

loyalty.
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