HOW CAN YOUR BUSINESS KEEP THE CUSTOMERS IT HAS? D.

esearch has consistently concluded
that building an effective relationship
Lwith your customers is the foundation
on which every other component of your
business is built. With more choice than

at any other time in history, consumers

have unprecedented levels of power in the

\.

marketplace. As a result, only those enterprises
that can successfully develop commercial
relationships with their customers are assured
a future in their industry.

The Institute of Customer Service's research has
indicated that customer service is still one of the
most impartant aspects of the business/customer
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relationship. “When the UK economy was booming
and markets expanding the mediocre could get by’
says ICS chief, Jo Causon. “They can't hope to do
that now. Today organisations need to be at

their best simply to stay alive, let alone grow.

It is unrealistic in the current climate to expect
organisations to not look at cutting costs, and that
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