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Effective feedback, both positive and negative, is very helpful. Feedback is valuable
information that will be used to make important decisions. Top performing
companies are business leaders because they consistently search for ways to make
their best even better, through a variety of Customer Feedback methods.

These methods we will learn today serve for the benefit of customer experience
and by the end it will be a catalyzer for business growth.

As Bill Gates once said “We all need people who will give us feedback. That's how
we improve.” However, for each customer who complains and provide you will a
feedback, there is up to 20 customer who remained silent.

That means if we won't obtain these opinions and drive it through a feedback loop,
we will not be able to correct the mistake and provide our customer with better
pleasing services. Furthermore, we would end up with detractors who will share
negative feedback with their surroundings, particularly with nowadays growth of
social media and communication channels.
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In order to overcome this challenge, companies are striving to engage their
customer and seek responses, so by the end they offer gratifying experience to
their stakeholders. Keep up with me to learn the most effective ways of getting
quality customer feedback.
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1. E-mail address or contact form

This method is a standard feature mainly for online stores. Which can be used for
Feedback, questions or information requests. The primary advise for this method is
you have to respond as fast as possible to the incoming questions or complaints,
because frankly you don’t want your customers to hold a negative idea about you
for a long duration. And by a relieving answer you can cut the frustration of your

customers.
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Source: www.minted.com

2. Phone calls

This technique is somehow recent, you can call your customer immediately after he
makes a purchase or fill a contact form. In this case the feedback can be attached
to a system so it keeps the product return rate in low numbers, and rise your
customer satisfaction. Some people say a phone call might be costly for the
company, but a personal high-quality feedback response is guaranteed, as well as
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capable of removing all doubts about having a dissatisfied customers. Keep in mind
such methods increase the possibility of customer return.

3. Vote polls

Polls are considered highly user-friendly and can be an effective way of seeking
feedback. There is many platforms on which you can conduct polls, whether on
your website, via newsletters, through emails or even by the simplest way, Facebook
questions polls. Polls stimulate less biding nature as in the questionnaires, as well
as visible for both you and your customers.

Voting should be short and as simple as possible, so you can be sure that many
people would give their opinion and feedback.

QUICK POLLS

We rely on your feedback. but we also know that your time is precious and you'd "
rather be ng RuneScape. So, we'll be making the online polls more

straightforward, and you can participate in them directly from the homepage QJ[CK POL[_
The polls will be updated more regularly, so you will be able to get your feedback
to us quicker than ever

WHICH REDESIGN OF THE
DRAGON SCIMITAR DO YOU LIKE?

Option A
Option B
Option C
Option D
Keep the original

Recent Polls >
- e

Quick poll

Source: www.RuneScape.com

4. Proactive live chat support

According to a survey, 44 percent of online shoppers feel the best feature an e-
commerce website can have is a live chat. At home, customer can approach your
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company and receive an instant response, also this can reduce your use of
telephone and email workload, much more comfort and trust for your customer
and cost saving for your company.

This method will not only help your customer get information, but also it can guide
them to complete a purchase. Along with responding quickly to negative feedback,

helping to regain customers’ trust.

My Accouf

LOAD NOW! Thank you for chatting with us.

How would you rate the senice you just reeived?
Excellent . -
Wery good DY OLr EXpE
Fair
Poor fax numb
Do you have any comments or guestions?
™ Send i
ords)

Source: www.RedKings.com

5. Facebook Reactions

Facebook recently released five new ways that people can interact with content
beyond the traditional like, comment, and share buttons by introducing Reactions,
which include: love, haha, wow, sad and angry.
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For brands, these new Reactions offer opportunities to engage more with
customers and get fast, simple and fun feedback about an available product, and
even gathering opinion about your upcoming products and services. Also usually
the comment section will be active, since high percentage of customers will

accompany their reaction with a written opinion.

Starbucks Espana
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Source: www.facebook.com/StarbucksEspana/

6. Showing other users’ feedback

You can encourage your customers to provide a feedback by showing what others
have already said about the services or product. That helps new customers to relate
to what previous customers said about you, most of the time whether they find
others’ feedback ring a bell for them and feel like they want to share their opinion
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too. Furthermore customers will feel that your company value their feedback and it
won't be a waste of time to spend few minutes writing you.

Last Name your billing address, we will contact you

by phone to verify your information
Company SAFE & SECURE + TRUSTED

Please be sure to include the phone

Address 1 number where you will be most easily
reached for this verification call ij S
Address 2 SECURE Norton
City “our shipment will be delayed if you are TESTED  10-MAR SECURED
unable to be reached for verification powered by VeriSign
State AL - Alabama v ABOUT SSL CERTIFICATES
Zip Code Mare Info
Ph Authorize!Net
one Slickh About Secure Shopping
C'*:F‘,‘agﬁ_';r?;"ra How Credit Card
2. Sh|pp|ng Method shipping info | privacy policy Processing Works

® Standard Ground - Free Shipping

Second-Day Air - $114.29 They quickly fixed an order | messed up.
; Customer Service was great to work with.
Next-Day Air - $113.88 By esfitz79 - Jan 14, 2013

3- Payment DEtaIIS site security Website very easy to navigate and the price was
right including free shipping. | could not believe

Card Number: — E 3 ; how well my toilet was packed for shipping.
V.ISA. % By royvinson - Jan 12, 2013

Exp Date: |01 -Jan v | 2014 v

Card Code: Arrived on time, well packed and most important

just what | ordered.
By AGW - Jan 12, 2013

4., Review & Submit Order

Source: www.NationalBuliderSupply.com

7. Encouraging feedback

“Share your feedback with us and it will take a part in the lottery, you never thought
filling a form would get you a gift.” In the first hand this might be a sort of financial
sacrifice, but in the other one you can receive a lot more feedback.

However, you should manage the information you get carefully, since there may be
some people filling the form just to receive a free reward, so be prepared to
respond to cheats, they are common in these cases so be prepared so your result
won't be distorted.
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VINTA q E Welcome to the

Vintage Inns Guest Satisfaction Survey

RS

Please take a few minutes and
complete the survey, your feedback
is very important to us.

Please enter the telephone number of the pub
you visited. This can be found on your bill.

| |

Hint: If you cannot find the restaurant phone number on your
receipt or you haven't got your receipt to hand, click here

oooooooooooooooooooooooooooooooooooooooooooooooooo

REMEMBER you must complete the survey
to receive your Ten chances to WIN £1,000

in Empathica’s daily prize draw! Thank you for your feedback!
Terms & Conditions | © Empathica 2014 | Privacy Policy | System Requirements Having Trouble? A &mpathica

Source: www.Vintagelnn.co.uk

8. Building stronger relationship

Try always to establish strong relationships with those who share feedback and
what their observations helped improve your business. You can select a mailbox for
receiving customers’ feedback in order to set up an automatic reply in which you
thank them for their feedback. But that's not enough.

Once the problem has been corrected, an email must be sent to customers who
provided you with the feedback. If the customer is informed that his feedback is
being heard and he knows that his opinion led to a change, this will attract more
and more feedback and build a strong trustful relationship with your customers.
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9. Share feedback’s good case practices

If you took a feedback into consideration and it made a change in your company,
do not skip the phase where you should publish it on your network. Customers love
to know that your company is not deaf and their feedback is being heard and
respected, by the end they would feel encouraged to give more feedback and
indications, and most of all they will gain a feeling as if they’'re managing their own
customer experience. Not incidentally, ask them what they are about to change,
such as theGrainger.com made after the renewal of the website.

Espafiol | Sign In | Register Now | Sign Up for Email | Customer Service

e o [+] Tell us what you think of the NEW Grainger.com >
[ FOR TE GRS WHa GET ITDoNS )

W Catalog | Find A Branch & Cart Contains (0) Products

PRODUCTS SERVICES RESOURCES  REPARPARTS  WORLDWIDE Search

IT’S HERE. THE NEW GRAINGER iPAD"APP.

Product Categories

Abrasives

FIND THE LADDER YOU NEED

Adhesives, Sealants and Tape

Source: www.grainger.com

10. Measure your customer service performance

Send out an email survey when a complaint ticket is closed. The aim of this survey
is to determine whether the resolution isin accordance with the customer’s
expectations.

One of the most important things you should pay attention to while implementing
such a method, is to keep your survey as short as possible, try to put there very few
questions. By a simple option you provide your customer with the opportunity to
rate their experience on a scale of 1 to 5 for example. Over time and by receiving
loads of feedback responses, these ratings can reveal valuable trends.
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Another example is a series of questions that allow yes or no responses. A negative
response prompts further questions seeking details about how the situation could
have been better resolved.

oW

Poker Rooms Promotions Forum Mews Strategy Videos Coaching Poker Tools Invite Friends

Offers | Forum Ranking | Pro

ire now a Silver m{ Please give us feedback to this ticket
The answers were helpful: koW extremely helpful.
Jlations on achieving your ne The answers were friendly: Wkl Very friendly
Jur new status [}
o new st |
r Support

Home

» Profile Settings

rson: Gaborl » Customer Support

Source: Pokerstrategy.com

11. Make your customer shape their experience

Social media sites such as Facebook, Twitter, LinkedIn, etc. can be an invaluable
resource for customer feedback, as I mentioned in the part of Facebook Reactions.
A variety of tools are available that help in “social listening,” or gathering
conversations on social media about a brand.

Just as other methods do, social listening provides a great opportunity for you to
improve your customer experience and quickly respond to any issue that might

arise.

Social media is a space where most customers feel comfortable about sharing their
feedback, you can use that space to gather as much data as possible, for you to
shape your brand, product and services according to new trends and customers
feedback.
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Time plays a very important role in handling complaints on social media, as
negative comments spread rapidly. This makes it vital that you address the issue
promptly, and try to ease the customer’s angst. Social listening requires dedicated

resources to monitor and respond to feedback.

Many companies use a combination of in-house and third-party staff, along with a
variety of tools such as HootSuite, Klout, Social Mention, etc.

Quora is another free resource to track what people are saying about your product
or other relevant topics. However, you can only monitor those mentions within the
site itself. Search for specific questions or topics related to your target market's
needs and follow those relevant to your business. You'll receive updates in your
Quora feeds and notifications by email.

social media listening f4 Home & Write & Notifical

Results for social media listening

» Which companies have physical social media listening centers?
Answer 1 of 28 « View All
Jeremiah Owyang, Industry Analyst, Alti... (more) — To start with: ... 1) Dell
has Social Media Command Center ... 2) And Pepsi had Gatorade's Mission
Control... (more)

Upvote 22 Downvole Comments § Share

Are social media listening services useful?

Answer 1 of 6 « View All

Josephine Hardy, Marketing Manager and ... (more) — I would definitely
concur with Jasmine and say that social listening is not about gathering a list of
users that you can tweet your product at with advertising. Social list... (more)

Upvote ' 3  Downvole Comment Share 1

What is the best social media listening tool for small businesses?
Answer 1 of 6 « View All

Joseph Hsieh, Growth Hacker — Two apps/tools come to mind if you're a
SMB: ... Perch -~ - Simple app that tracks vour social media accounts and your
competition! Mention " - Already mentioned by Patricia Wroblews... (more)

Upvote ' 3 Downvole Comment Share

Source: www.quora.com
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12. Ask for Feedback on your order confirmation page

If you're an online shop, your order confirmation page is ideal for seeking feedback
about customer’s online shopping experience. Questions should always be around
the topic of customers’ satisfaction when it comes to navigating the website and
reaching for their desired products/category, whether they were happy with
options, pages speed, etc.

Questions should be multiple-choice, and should be kept as brief as possible. Make
your customers provide you with feedback through checking, clicking or tapping
their mobile screen. Along with multi-choice questions, it is important to have a
general text box for other comments. This feedback can be a useful source of
information and play a critical role in improving your website's usability.

Order Summary
item unit price quantity tolal price ;
i
Delivery Charge FREE
YOUR ORDER TOTAL £15.99

Thank you for shopping with us. If you have a moment, we'd welcome :
some feedback.

1. Please read through the following questions and rate us accordingly:
Excellent Good Fair Weak Poor
How easy was it to find what you wanted? : :
How would you rate the variety of products available from us?

Overall, how would you rate your experience shopping on

2. How likely are you to recommend us to others?

Very Likely Somewhat Likely Nether likely or unikely Somewnhat unikely Very unikely

3. Any further comments?

Source: www.Econsultancy.com
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13. Askforfeedback when you customer abandon/cancel his purchase

Based on a study conducted by Baymard Institute, e-commerce sites face an
abandonment rate of approximately 68 percent. Customer feedback at this stage
plays a key role in improving conversions. A popup with a small text box lets
customers explain why they did not proceed to the checkout. Alternatively, you can
give customers a multiple-choice option to share their reason for abandonment

( )

v Cenler

Products » Used Gear » Our Stores » AT: GUITAR CENTER »

International Checkout

:..~:::.-; = a; & Fir Help Us Improve

Please tell us why you wanted to leave this page.

Contact us for help with errors or other supportissues

Cancel

Source: www.guitarcenter.com

14. Humanize your online shop

Most e-commerce sites end up looking the same, and they look rather impersonal.
To solve this problem, ecommerce site owners need to give their site a personal,
"human” touch. This not only improves conversions, but also increases feedback,
since customers feel they are talking to a real person and not a website.
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One way to do this is to increase the personality element on the website.
Companies can choose either a real person or a fictional character to symbolize the
brand. For example, BobbiBrown.com has the full story of Bobbi, with her
preferences, her vision, etc. This way the company develops an intimacy with the
customer, and therefore customer will be more forthright when giving a feedback.

B l] B B I B H [] W N ¢ . Sign InMy Account | Find Store/Event ! & Talk To An Artist | (0) Checkout

WHAT’S NEW BEST-SELLERS MAKEUP SKINCARE BRUSHESETC. GIFTS LEARN pa%s:aysisfen:le):i:i) o)

Bobbi's Blog
Bobbi's Story
Bobbi's Causes

| Makeup Workshops
Bobbi's Big Moments

BOBBI'S STORY

Redefining Beauty

What does Bobbi find beautiful?
The answer may surprise you?
“A strong brow, bedroom eyes, a
bump on the nose—these are the
features that inspire me. Beauty
isn’t about looking perfect. It’s
about celebrating your
individuality.”

Bobbi's view might seem unconventional. But
to women around the world, it comes asa

Source: BobbiBrown.com

15. Customer feedback widget

Tools like UserVoice and Get Satisfaction give you embeddable widgets that you
can place on all your pages, so customers can easily provide you feedback.
VolunteerMatch.com used Get Satisfaction to increase customer engagement by
placing the widgets on all their pages so that users could easily ask questions and
search for answers in the community.
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The results for VolunteerMatch have been impressive. The company has seen a 40%
decrease in inbound support emails since launching the widget and community
portal. This has helped the company streamline their customer feedback and
organize it more efficiently. Their portal now has 1035 community members and
882 community topics.

Another evaluation system provides a highly customized solutions to its
customers. The Usabilla Live (usabilla.com) allows the user to quickly send
animated feedback to the shop every point.

What do you think of this?
oo

LIKE
Please select a subject

- Choose a subject -

- Choose a subject -
Suggestion

Bug
Question

Source: www.usabilla.com

16. In.App feedback

In-app customer feedback gives you insight into how your customers actually use
your product. Intercom.io offers a great solution to help you reach out to the right
users for feedback. It works by letting you identify certain segments of users, like
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“users last visit more than seven days”, then enables you to push messages and

engage in conversation with them.

Furthermore, solutions like Intercom give you the ability to treat customers like
humans. You no longer have to rely on robotic auto-responders that have ticket
numbers and offer no personalization or context. You can reach out to customers
on a first name basis, based on specific actions they are taking inside your website

or app.

FIND THE PERFI

Submit an idea l

Source: www.community.uservoice.com

17. Use negative feedback to showcase professionalism

Even the worst feedback can be used to your advantage. Every business will have
its share of disgruntled customers, but that doesn't mean you can't rectify the
situation while demonstrating your problem-solving skills.

To handle a bad review, start by apologizing and responding respectfully. From
there, try and diffuse the situation by removing the interaction from whatever

platform it's off.
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Example: “Hi [customer name], we're so sorry about your bad experience. If you're
open to it, we'd love for you to directly contact us at [company email address] so
we can get more feedback and make it up to you." Responding in this manner will
show that you prioritize customer service.

18. Monitor feedback on other sites

An excellent source of feedback is on other websites, such as online communities,
blogs, local listings, and so on. If your customers are not happy with the resolution
to a negative experience, they are likely to vent their ire on these forums.

Examples of tools include Trackur, which tracks conversations about a brand on all
platforms. Yext lets you manage local listings, including monitoring reviews and
ratings. Another good tool is Google Alerts, which not only lets you monitor

reviews, but also provides information on feedback about competitors.

Google Il Signin |

Alert suggestions

Companies Finance

[ ] Amazon AAPL

tequirrel.com

google.

v —
' Tesla

google.com

r Alibaba

Bitcoin

YHOO

Source: www.google.com/alerts
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Your customer service team probably knows more about what customers are
struggling with than your product team. It will negatively affect development if
they're stranded without a means of regularly passing on feedback. A fierce
commitment to gathering, organizing, and sharing customer feedback plays an
important role in pushing your product and business forward.

Find Out How to Get Valuable Feedbacks With

ONSITE RETARGETING

Try OptiMonk for 14 days free of charge,
and boost your conversions by recovering visitors in realtime.
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