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e ifwe compare Ct’Jst ers from twen years
ago to customers nowadays, we'll find that
today, customers wa mj more.

e Customers want:
e faster servi

® Mmore Co

e more fl ayment plans and
option

e |less time waiti

/ e their problem




e Wants — custo{n want-to solve his L

problem .
/™ Expectaélons are foned from c\ustomer (

experience in the marketplace.




e What expectat’iogs/ ar u from the \E‘/

standing in the Czech Repubhs?\
P Are you\satlsﬁed? \ (

_r—




e Past experienées/ | m

° Word of mouth

° Customgrs needs al)ld wants \ f
e Risk p rcelved
e Price




Customer satisfaction

e Customer satisfaction measures how
products and services supplied by a
company meet or surpass customer
expectation.

e The implementation of a customer
service standard should lead to higher
levels of customer satisfaction, which in
turn influences customer retention and
customer loyalty.




Kano model

Customer Satisfaction
Very satisfied

Expectation

e

Very disatisfied




e Describe your ’e;zzéﬁe S about \w/

customer satisf tlo}?. Present\

n'ecess\ , expectation and sweetie on
‘product. \
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e Informed by total expehenc | \\:J |
e Aspect that can be managed by a company
e Offerings
. e Service delivery \
/ e Appropriate arousaI/IeveI
° Costop\ .

e Aspect that can bé influenced by a company:

e

e Aspectst ompany:
Pre-e




~ Customer Value: / e | \\:/

e Product elements

O ) \ _
/™ e Price W\ AN/ \ /

e [Ime il
e Innovatio
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-~ elittle emphasis’ (()Z/cugers | \

e unsuitable corp

° attltude\of employe
e organi -atlonal barriers
e No offer
e barriers

ez culture —_
\




,-4""-.'

e [tis necessary to understand: ~ &
e the products and services that they offer ~_

e corporate culture, an \
e what makes them unique to)customers.

e communication process starts - what the client
pects from a company

or system for client




~client informa
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Do More Listening Than Talking/ | ~

.

Don't Be Afraid to Ask Questions

° ask the client rather than as uminj \

Respect cllent\pconfider.‘rtiality (e.g. personal details) and securiﬁg [
n

e responsibility to ensure the safe keeplng of this client information

- o take the time to dem think, wha\is important
re consequences of neglect
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- e Give Advice When Nee&led ~ -f
e Most clients will respect opinions of advisor and appreciate thath\e\

/

is looking out for client best interests

e Avoid Jargon \

/ - e One of the biggest ffustratlonjfor clients is when advisor taIk (0 f
— them W|th terms and phrases that he don't understand

e Use Examp hen Possible e
e more clear fo ccurate response and avoid

e Putitin Wri

e Keep it Professional
K"/ e what advisor say ent relationship




e Which of these rules of effective \E/
communication with client is the main
for lawyers?

\ J




