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The phrase "the customer is always right" isn't universally true, but it remains a cornerstone of effective customer service. While
customers may not always be correct, their satisfaction should always be a top priority. This philosophy encourages businesses to
focus on meeting customer needs, rather than assuming customers are infallible.

Origin and Evolution
This concept originated in 1893, introduced by Marshall Field in Chicago's first department store, and later embraced by Henry
Gordon Selfridge in London and César Ritz in the hospitality industry. Their approach, which emphasized customer satisfaction
without question, revolutionized service standards and attracted loyal customers.

Why It Matters

Voice
) Every customer has the right to be heard, regardless of the validity of their complaint. Listening to
customers fosters trust and shows that their opinions are valued.

O. Resolution

Swift and effective problem-solving is crucial. When issues are resolved quickly, customers are more
likely to stay loyal.

vy~ Empowerment
ﬁ_ Empowered customers feel confident using your products, leading to higher satisfaction, repeat
business, and positive word-of-mouth.

Maintaining a Customer-First Mentality

acknowledge frustrations, and offer achievable solutions.

Realign Expectations

‘ Customers sometimes have unrealistic expectations. It's important to educate them on how products
work and manage their expectations to prevent dissatisfaction.

/ Set Customers Up for Success
O Rather than focusing on wha's right, guide customers toward successful outcomes. Show empathy,

Build a Customer-Centric Culture

©O@ Even when customers are mistaken, prioritize their needs. Align with them, provide actionable
solutions, and demonstrate that you're on their side.
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@ Clarity

Misunderstandings can lead to dissatisfaction. Clear and precise communication can prevent
confusion and ensure customers understand your products.
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Acknowledge Individual Experiences

7\[™  Every customer’s experience is unique and valid. Recognize their perspective and avoid comparing
their journey to others.
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Conclusion
The debate over whether the customer is always right continues, but the essence of this approach is about balancing
customer empathy with practical solutions. Success in customer service hinges on understanding and resolving customer
issues effectively, even when they may not be entirely correct. Prioritizing customer satisfaction, clear communication, and
empowering customers are key to building long-term loyalty and business success.

QUESTION OF THE WEEK: How do you handle customers feedback?

Source: HubSpot written by Alana Chinn



https://blog.hubspot.com/service/are-customers-always-right

