The truth about small business customers
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George Washington had wooden teeth. Humans only use 10% of our
brains. The customer is always right.

Myths and misconceptions are a part of life. And while some are
harmless or easily debunked—no mother will mind if you step on
that crack—others can get in the way of running your business.

Nowhere is this truer than in customer service. Countless organizations
let assumptions and falsehoods guide how they communicate with the
people they serve. Why? Because myths have power. They’re emotionally
charged. They’re convenient. And, more often than not, someone has

something to gain when you believe them.

Let’s shine a light on the truth. Ruby has helped thousands of businesses
overcome and let go of the stubborn myths that get in the way of creating
real connections. Through millions of calls and chats, we've learned

what customers and clients truly need, want, and care about. We've also
steeped ourselves in years of research, trends, and changing expectations.

So, consider us your customer service fact department as we reopen
seven of our biggest case files. What you’re about to learn may not go
down easily, but it’s all true.

Read on for the facts—plus actionable tips—you need to know to
create genuine, lasting connections with your customers or clients.
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Will people actually
pay more for better
customer service?






https://www.pwc.com/us/en/advisory-services/publications/consumer-intelligence-series/pwc-consumer-intelligence-series-customer-experience.pdf

Do people expect
responses immediately?






https://blog.hubspot.com/sales/live-chat-go-to-market-flaw
https://www.mckinsey.com/capabilities/operations/our-insights/mastering-the-digital-advantage-in-transforming-customer-experience
https://www.forbes.com/sites/shephyken/2021/09/26/youre-terminated-why-customers-stop-doing-business-with-you/?sh=7a386c20df82

Is one bad experience
really all it takes to
lose a customer?






https://cdn2.hubspot.net/hubfs/2771217/Content/2018%20Customer%20Service%20Expectations%20Gladly.pdf
https://www.business2community.com/customer-experience/how-do-you-lose-82-of-your-customers-bad-customer-experience-0157004 

Has customer service
technology replaced
humans?






https://www.forbes.com/sites/gilpress/2019/10/02/ai-stats-news-86-of-consumers-prefer-to-interact-with-a-human-agent-rather-than-a-chatbot/?sh=c40d1772d3b2
https://cdn2.hubspot.net/hubfs/2771217/Content/2018%20Customer%20Service%20Expectations%20Gladly.pdf

Is the phone
call dead?
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https://smallbiztrends.com/2019/05/customer-contact-statistics.html
https://www.ruby.com/2022-call-trends-report

Are silent customers
happy customers?
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https://cdncom.cfigroup.com/wp-content/uploads/CFI-contact-center-satisfaction-2020.pdf
https://cdncom.cfigroup.com/wp-content/uploads/CFI-contact-center-satisfaction-2020.pdf
https://www.huffpost.com/entry/50-important-customer-exp_b_8295772

|ls customer service
letting people down?






https://www.theacsi.org/the-acsi-difference/us-overall-customer-satisfaction/ 
https://cx-trends-report-2022.zendesk.com/challenges
https://newsroom.accenture.com/news/us-companies-losing-customers-as-consumers-demand-more-human-interaction-accenture-strategy-study-finds.htm
https://www.salesforce.com/resources/articles/customer-expectations/
https://www.acquia.com/node/19921/asset
https://www.capgemini.com/it-it/resources/the-disconnected-customer-what-digital-customer-experience-leaders-teach-us-about-reconnecting-with-customers/

Delight your callers
and website visitors
with Ruby.

Now that you know the truth about the people you serve, it’s up to you to give them
the experiences they expect. But you don’t have to do it alone. Ruby’s here to help.

Ruby makes it easy for any caller or website visitor to reach a real person in seconds,

24/7/365. We're a team of customer communication experts applying industry-
leading technology and training, redefining how small businesses connect with the

people they serve.

Learn more and experience the Ruby difference at ruby.com
or call 844-311-7829 (RUBY).

AN \ 444AAl

| /
_\,j
//;\\ -

- -
| N

o
~Q\




