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Want to add more value to 

your customers? Be sure you know 

what to add! 
 

Here are eight proven ways to get 

close to your customers and find 

out what they value, what they 

care about, and what they really 
want: 

 

1. Ask them! Whether in print, 

in person or over the phone, 

nothing beats asking customers 

exactly what they want, and how 

they want it. (Ask them what they 

don’t want, too!) Use printed 

sheets, mail-back forms, comment 

cards, telephone scripts and more. 

 

2. Conduct focus groups. Bring 

a group of customers together for 

an open-ended chat session. Set 

them at ease and get them talking 

about what they really like, don’t 

like and wish they could get from 

your organization. Don’t defend, 

justify or argue. Just ask questions 

and take good notes. Follow up 

with a sincere and generous 

‘Thank you!’ 

 

3. Study complaints and 

compliments. Every message 

from a customer brings value to 

your organization. Compliments 

show you what to reinforce. 

Complaints point to new ideas to 

boost customer loyalty and action 

steps for customer service 

improvement. 

 

4. Set up a customer 

hotline. Some customers will tell 

you what they think, but they 

want an ‘anonymous’ way to do it. 

Fine! Set up a special voice 

recording ‘hotline’ for customers 

only. And don’t worry about 
receiving any strange messages; 

just sort through them for the 

gems! 

 

5. Hire a Mystery Shopper.  

Have someone you trust mingle 

with your customers and strike  

up a conversation to find out what  

they like or do not like about their 

customer service experience with 

your organization. 

 

6. Become a customer of 

your best competitors. Use all 

their products and services, and 

compare them to your own. Ask 

their Customer Service Center to 

describe all the services available 

in detail. Then copy the best and 

do better than the rest. 

 
7. Visit your customer’s 

site. Go to your customer’s 

physical location to see exactly 

how they put your products and 

services to use. See with your 

own eyes what works and what 

doesn’t, what gets used all the 

time and what gets left behind. 

 

8. Go online to seek more 

feedback. Find an Internet user’s 

group related to your industry or 

topic. Read the postings for new 

customer service ideas and 

information. Participate in the 

discussions. Follow up by e-mail  

to gain even deeper customer 

experience insights. 

 

Key Learning Point 

Before you invest time, money  

and effort into ‘adding value’ to 

improve your customers’ 

experience, make sure you know 

exactly what value to add! 

 

Action Steps 

Stay close to your customers 

throughout the year with a robust 

customer experience management 

program of connection and 

consultation. Your customers will 

appreciate the contact, your staff 

will learn from the customer 

service insights, and your business 

will grow from the continuous, 

constructive communication. 
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Important Notice 
© Copyright 2022, Martin Pollins, All Rights 

Reserved 
 

This article appeared in Better Business Focus, 

published by Bizezia Limited (“the publisher”). 

It is protected by copyright law and 

reproduction in whole or in part without the 

publisher’s written permission is strictly 

prohibited. The publisher may be contacted at 

info@bizezia.com  

 

Some images in this publication are taken 

from Creative Commons – such images may 

be subject to copyright. Creative Commons is 

a non-profit organisation that enables the 

sharing and use of creativity and knowledge 

through free legal tools. 

 

The article is published without responsibility 

by the publisher or any contributing author 

for any loss howsoever occurring as a 

consequence of any action which you take, or 

action which you choose not to take, as a 

result of this article or any view expressed 

herein.  

 

Whilst it is believed that the information 

contained in this publication is correct at the 

time of publication, it is not a substitute for 

obtaining specific professional advice and no 

representation or warranty, expressed or 

implied, is made as to its accuracy or 

completeness.  

 

Any hyperlinks in the article were correct at 

the time this article was published but may 

have changed since then. Likewise, later 

technology may supersede any which are 

specified in the article. 

  

The information is relevant within the United 

Kingdom. These disclaimers and exclusions 

are governed by and construed in accordance 

with English Law. 
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