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					INTRODUCTION  

					Customer service is one of the most important parts of  

					any business, as it is the way in which a company  

					interacts with its customers before, during, and after the  

					purchase of a product or acquisition of a service. Good  

					customer service can not only enhance the customer  

					experience, but also increase customer loyalty, the  

					company's reputation, and ultimately, its financial  

					success.  

					Customer service has become even more crucial due to  

					modern trends in consumption. Customers have more  

					choices and access to online information, which allows  

					them to compare prices, products, and services quickly  

					and easily. Social media and other digital platforms have  

					given customers a platform not only to learn about  

					companies but also to express their opinions about them  

					and their experiences. This means that companies must  

					be more proactive in their approach to customer service  

					to ensure a positive experience and avoid reputational  

					harm.  

					One of the most significant trends regarding customer  

					care is personalization. Customers expect companies to  

					understand their individual needs and preferences and  

					offer customized solutions to meet them. This can be a  

					challenge, especially for companies that handle large  
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					volumes of customers. However, companies that strive to  

					provide a personalized experience are more likely to  

					retain their customers, increase their loyalty, and attract  

					new prospects.  

					Another important trend in customer service is  

					automation. Companies are increasingly using  

					technology to provide more efficient and faster customer  

					service. For example, chatbots and virtual assistants can  

					answer common questions and resolve issues without the  

					need for human intervention. Automation can improve  

					customer service efficiency, but it can also result in an  

					impersonal and frustrating experience for customers if  

					not done correctly.  

					Customer service is also critical during times of crisis.  

					Companies must be prepared to handle unforeseen  

					situations such as service disruption due to system  

					failure, natural disasters, public health issues, or supply  

					chain disruptions that may affect the customer  

					experience. In these moments, a company's ability to  

					provide alternative solutions and exceptional service can  

					make the difference in its survival, long-term success,  

					and differentiation from the competition.  

					Empathy and speed in customer service are also  

					fundamental. Customers expect companies to care about  

					them and their individual needs. Offering personalized  

					solutions, acting quickly on their problems creating a  

					sense of urgency, and even apologizing for mistakes are  
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					current expectations in every customer. Companies that  

					can demonstrate empathy are more likely to retain their  

					customers and maintain a positive reputation.  

					Transparency is also important as customers expect  

					companies to be honest and transparent in their  

					communications and policies. Lack of transparency can  

					create mistrust, directly and negatively affecting the  

					customer experience.  

					In summary, customer service is a critical aspect of any  

					business. In an increasingly competitive and digital  

					environment, the quality of customer service has become  

					even more important for customer loyalty and  

					satisfaction, as well as for the reputation and financial  

					success of the company. In times of crisis, a company's  

					ability to provide exceptional customer service can make  

					the difference in its survival and long-term success.  

					Therefore, it is essential that companies focus on  

					providing high-quality customer service, both in normal  

					times and in moments of uncertainty.  
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					UNDERSTANDING  

					CUSTOMER NEEDS  

					Understanding customer needs is a fundamental part of  

					any business strategy, as it allows for the provision of  

					products and services that are relevant and valuable to a  

					user, whether they are direct customers of a company or  

					not.  

					Knowing these needs opens up a world of possibilities  

					for the company, from implementing or correcting  

					measures in the customer service process to adapting or  

					launching products, all with the aim of capturing users'  

					attention. And not only that, but having this knowledge  

					allows for the implementation of innovative solutions  

					and personalized attention to their concerns and  

					problems.  

					In addition, understanding customer needs is important in  

					order to provide exceptional and differentiated service,  

					which can help to retain customers, increase their loyalty  

					to the company, and reduce the risk of migrating to the  

					competition. This may include quickly resolving issues  
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					and being able to adapt to changes and customer  

					expectations.  

					Likewise, knowing customers and their needs allows for  

					a focus on creating a competitive advantage focused on  

					constant innovation and adaptation to market trends, as  

					well as the implementation of effective marketing  

					strategies that allow for effective customer outreach.  

					And it's that the evolution of marketing and the  

					understanding of the customer and their needs have gone  

					hand in hand for a long time. Thus, we can identify three  

					very distinct stages.:  

					1. First stage, which was focused on generating the  

					product or service itself, without knowledge of  

					the consumer or their needs. These products and  

					services aim to satisfy needs from the company's  

					perspective and the advertising used was  

					traditional, such as radio, television, or print  

					media. This stage is also known as Marketing  

					1.0.  

					2. The second stage focuses on the consumer and  

					their intrinsic needs, and then seeks to satisfy  

					them with the products and services that can be  

					generated. Companies focus on getting to know  

					their consumers and not just on achieving  

					numbers for sales; they seek to create emotional  

					value that attracts and retains their customers by  
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					providing value in interactions in the pre-sale  

					and post-sale stages. This stage is also known as  

					Marketing 2.0.  

					3. The third stage focuses on seeking the deeper  

					needs of the customer and building a deeper  

					relationship with them. Companies already know  

					that satisfying needs is not just about launching  

					products to the market, so through this Marketing  

					3.0, companies, among other factors, focus on  

					satisfying the emotional and collective needs of  

					customers (and letting them know) while also  

					building customer loyalty.  

					To identify and understand customer needs, it's important  

					to establish effective communication and a trusting  

					relationship. This can include conducting interviews or  

					surveys with the customer, or direct observation of their  

					purchases and consumption patterns.  

					It's essential to listen carefully to what the customer has  

					to say and ask questions to clarify any doubts or  

					ambiguities.  

					Listening attentively to the customer and asking  

					questions to clarify any doubts is a fundamental part of  

					identifying and understanding their needs. By paying  

					attention to what they're telling us, we can gain valuable  

					insights into what they require now, what they crave in  
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					the short and long term, their consumption expectations  

					and preferences, among others.  

					Furthermore, by listening and asking questions, it  

					demonstrates to the customer that they are valued and  

					that there is an interest in understanding their needs. This  

					can help establish a relationship of trust and foster  

					customer loyalty to the company.  

					It's also important to keep in mind that attending to the  

					customer's voice can help avoid misunderstandings and  

					resolve problems in the short term and more effectively.  

					For example, if the customer has a complaint or problem,  

					it's essential to listen carefully and ask specific questions  

					to understand the situation and provide an appropriate  

					solution.  

					Just like in the continuous improvement process, the  

					work cycle is cyclical, continuously seeking to "improve"  

					from the starting point, the customer listening process  

					has the same structure that begins with listening to the  

					user and ends with listening to the user:  
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					Just as in the continuous improvement process, the work  

					cycle is cyclical, constantly seeking to "improve" from  

					the starting point, the process of listening to the customer  

					has the same structure, beginning with listening to the  

					user and ending with listening to the user.  

					In any relationship between two or more people,  

					understanding the way of thinking is not enough to  

					understand behavior. Empathy is needed, that is, seeing  

					reality from the customer's point of view for a better  

					understanding of the situation and reactions.  
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					Customers generally react mainly under two basic  

					concepts: they will seek to satisfy their needs under the  

					best conditions and will feel loyalty to the provider who  

					provides the best experience along with the best benefits.  

					Needs can be met in various ways, but providing a  

					differentiated and unique experience while meeting a  

					need makes the customer want to repeat the same  

					experience over and over again.  

					Another way to understand customer needs is to analyze  

					the market, direct competition, and products that could be  

					considered substitutes. This can help identify trends in  

					the market, unmet needs, and partially met needs, as well  

					as determine how to offer a unique and differentiated  

					product or service with high value for the customer.  

					In addition to identifying and understanding customer  

					needs, it is also important to provide appropriate and  

					effective solutions to meet those needs, with services that  

					involve the customer in an innovative experience. This  

					can include customizing products or services to adapt to  

					the specific needs of the customer, or implementing  

					customer service measures to address any problems or  

					concerns.  

					It is also necessary to keep in mind that customer needs  

					may change over time, so we must be alert to these  

					changes and adapt to them in a timely and efficient  

					manner. To the extent that companies can adopt this  

					adaptability to changing customer and market trends in  
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					their culture, they can provide new products and services  

					or adapt existing ones to these trends more quickly than  

					their competition, obtaining a competitive advantage in  

					the market and the attention of customers who will see  

					their expectations met more efficiently.  

					In the past, car users only looked for the benefit of  

					personal transportation or moving their goods from one  

					place to another. Later, the implementation of certain  

					levels of safety and comfort inside the vehicle was added  

					as a benefit. Today, with technological advances in the  

					automotive industry, customers are seeking other  

					benefits. For example, driving assistance systems, 360-  

					degree cameras, parking sensors, touchscreens, and  

					online connectivity are just some of the features that have  

					been added to make vehicles more attractive to  

					customers.  

					Another example of how a product can be innovatively  

					modified to meet customer needs is through  

					customization. Companies like Nike allow customers to  

					customize their sports shoes to fit their specific tastes and  

					needs, such as choosing colors, materials, and designs.  

					This allows customers to get a product that fits their  

					needs and preferences exactly, providing them with a  

					more personalized and satisfying shopping experience.  

					Finally, another way to understand our customers' needs  

					is through feedback and input, where valuable  

					information can be obtained on how well their needs are  
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					being met and what aspects can be improved. This can  

					include collecting customer comments and opinions  

					through surveys, interviews, or social media, or  

					observing customer behavior patterns to identify areas of  

					opportunity. It is important to use this information  

					effectively and make the necessary adjustments to  

					improve the customer experience and maintain their  

					long-term satisfaction and loyalty.  

					As an example of this, let's imagine that a manager of a  

					women's clothing and accessories store receives  

					comments from several customers through the company's  

					website, saying that they love the quality of the clothing,  

					but that they find it difficult to find their size in some  

					products. In addition, some customers suggest that they  

					would like to see more variety in styles and colors.  

					In this case, customer feedback has provided valuable  

					information about their needs and desires. You can use  

					this information to make improvements to your business  

					and better satisfy your customers' needs, such as  

					expanding inventory with more sizes based on customer  

					demand and the stock of best-selling sizes in recent  

					months, expanding the range of styles and colors, and  

					offering discounts to customers who take the time to  

					provide feedback in order to encourage continued  

					customer participation and demonstrate that their opinion  

					is valued.  
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					ESTABLISHING SERVICE  

					EXPECTATIONS  

					Establishing service expectations is an important part of  

					service quality management in any company or  

					organization. It involves defining and clearly  

					communicating what is expected of the service provided  

					to customers or users, both in terms of quality level and  

					availability and accessibility.  

					In other words, service expectations comprise all the  

					actions and responses established as a service procedure,  

					all the services provided, and the predefined quality  

					standards delivered to the customer. Since each of these  

					responses and quality level is specific to the company's  

					service, customers assume and demand that they are  

					always met, becoming the minimum expected from the  

					company.  

					To establish appropriate service expectations, it is  

					important to consider the needs and expectations of  

					customers and users. This involves conducting market  

					research and competitive analysis; tools such as surveys,  

					interviews, or focus groups with customers to understand  
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					their needs and expectations can provide valuable  

					insights for decision-making.  

					Once service expectations have been identified, it is  

					important to establish specific goals and objectives to  

					meet these expectations. These objectives should be  

					measurable and achievable and should include timelines  

					for their achievement.  

					It is also important to establish an action plan to ensure  

					the fulfillment of these service expectations. This plan  

					should include a series of concrete steps to ensure that  

					the service is provided effectively and efficiently and  

					should include both preventive and corrective measures.  

					In this regard, here are some steps you can follow to  

					establish this action plan:  

					1. Identify your customers' expectations.  

					2. Evaluate the service you currently provide to  

					your customers.  

					3. Establish clear, achievable, and measurable goals  

					to improve your current service.  

					4. Establish specific actions and responsibilities  

					that involve the entire team to achieve the set  

					goals.  
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					5. Set up a customer service team training plan  

					based on the findings of the current service.  

					These trainings should be sequential and  

					continuous with an evaluation at the end of each  

					one.  

					6. Conduct progress tracking and evaluation to  

					establish progress and necessary adjustments to  

					achieve the set goals.  

					Communication with customers is key to establishing  

					and maintaining service expectations in optimal  

					conditions. It is important to inform customers and users  

					about how the service is provided and how problems or  

					suggestions can be reported. The active communication  

					channels for addressing the needs and questions of  

					customers and users should always be clear to avoid  

					unmet expectations.  

					For example, if a company has implemented a chat on its  

					website to communicate with customers who have  

					inquiries and requirements, but after some time it decides  

					to open a customer service channel on WhatsApp  
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