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‘An emotional bond is

- most compelling’

Sitting at her lanch table in Mumbai's sprawling Four Seasons hotel, renowned arganisational
development and management guru and president of TMI US {a human resource development
company), Janelle Barlow, gears up for a hectic week of travel and seminars in Delhi, Mumbai a
Bangalore on customer relations. But not before she lends a hand to the RPG Group to help it
become a more customer-centric organisation and also release the rewritten version of her
former bestseller, A Complaint is a Gift. The much-sought-after Barlow conducts training
programmes and workshops on customer service and service recovery for top
management personnel from the leading companies around the world. She has also
authored best-selling books like Branded Customer Service: The New Competitive Edge
and Emotional Value — Creating Strong Bonds with Customers. Barlow spoke
extensively to Byravee Iyer on customer service and the role it ploys in building an
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How should big corporations
writh alarge customer base cater
to each customer’s needs?

A big company has tocroatea
mindset of what the overall
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Ninety-five per cent of the times a customer

comes back because he is emotionally satisfied
with a particular product or the service

companies dictate their em-
ployess to grest superiors ina
certain manner, smile ine par-
teularway, maintaineye con-
tact and so on. The healthy
way (o do it would be for the
leadershiptotrust the staff. If
thereis alack of trust, the em-
ployees will spot that, and in
turn, won't trust the leades-
ship. Also, managers and su

pervisors should monitor ex-
ponential behaviour.

Are there any differences in the
way people are managed in
india and in the US?
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What are some of the challenges

tomer service?

Managers willsay it isungual

ified staff. That's a frequently
identified problem. | howey

er, think the challengs Hes in
the department system fol-
lowed by most organisations
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Most companies use customer
satisfaction surveys. Of late,
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“Research points out that
customers don't feel like
they can trust companies.
Every business has
to clock 55 per cent
of new customers every
year to make up for the
ones they lost”
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Can qastomer service be tasgit
throwgh training?

Ideally, a person needs tobe in-
nately intelligent about cus-
tomers. Can jtbe taught? It will
be tough but it can be done if
oneis emotionally inlelligent.
Attheend of theday, customers
are looking for to bespoken po-
litely to, treated fairly, have
their answers met quickly and
honestly. They want 1o feel like
they can trust you. ln reality
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