
A STUDY OF THE AMERICAN EXPRESS

Gain insights on 'Fresh Frontiers' - A study conducted by American Express to understand more about the dynamics of
international trade opportunities.

Not so fast, according to the Customer Service Barometer. Make the connection. While most Americans still
prioritize service that gets the job done, the personal connection matters. US consumers say they're willing to
spend 17 percent more to do business with companies that deliver excellent service, up from 14 percent in 
There is a growing preference for self-service and digital options on simpler inquiries, specifically for online
chat and mobile apps. The American Express Customer Service Barometer has a lot of good information about
what good customer service means to different demographics. This could mean enabling customers to find
answers themselves through digital options as well as making it easier to connect with a knowledgeable
professional. How May I Help You? More people than ever are also using social media to get help from
businesses. American Express Study Shows Rising Consumer Expectations for Good Customer Service
Consumer survey reveals that when customers are happy with customer service, it leads to more spending.
And for more recent marketing studies, read this article on defining luxury in for modern audience. Many
retailers try to encourage repeat business through sales and promotions, but one shouldn't underestimate the
importance of good customer service. Seven in 10 U. Millennials, though, tell an average of 17 people when
they get great care, compared to the 15 they tell about poor experiences. Eighty-one percent say that getting a
satisfactory answer is a very important part of servicing satisfaction, and 74 percent want a knowledgeable
professional. Modern technology has increased consumer expectations for things like selection, cost, shipping
times and more. Excellent service continues to be a way for businesses to unleash positive word of mouth. The
stakes remain high for getting service right. Research was completed online among a random sample of 1, U.
Men are especially chatty when it comes to service, telling twice as many people as women both about their
poor experiences 21 compared to 10 and good ones 15 compared to 7. It's something business owners and
retailers should read. The study shows the value of good customer service is terms of the benefit to the bottom
line. As in previous years, Americans across the board report telling more people about poor service 15 people
on average than about good experiences  Earn the advocacy of customers. Following all the Christmas
shopping and gift giving, it's time for returns. American Express recently released its Customer Service
Barometer , which showed that customers are happier than in recent years with the quality of customer service
exhibited by retailers. More than six in 10 U. While the constant barrage of social media posts can make it
seem that no one is happy with the customer service they receive, that couldn't be further from the truth. A
recent survey showed that good customer service played a significant role in getting customers to come back
to a business. This can be a busy and frustrating time for retailers, but ensuring that employees give good
customer service in these situations can build lifelong relationships with customers. More from Inc. This is
especially true for Millennials, so companies should make sure they can take care of younger Americans the
way they want to be served. The same survey methodology was used in Canada, Mexico, the U. For example,
more than six in 10 U. Seven in 10 U. The value of good customer service will become more important over
the next few weeks. Americans continue to reward companies that get service right. About American Express
American Express is a global services company, providing customers with access to products, insights and
experiences that enrich lives and build business success. According to the report, eight in 10 Americans 81
percent report that businesses are meeting or exceeding their expectations for service, compared to 67 percent
in  Published on: Dec 18, The opinions expressed here by Inc. In fact, 40 percent of consumers say businesses
have increased their focus and attention on service, a significant increase in just three years up from 29 percent
in  As a group, Millennials are willing to spend the most for great care 21 percent additional , followed by men
19 percent. Interviews were conducted by Ebiquity, a team of independent marketing performance specialists.
People are willing to use self-serve options when it's quicker, but, as the complexity of the issue increases,
such as with payment disputes or complaints, customers are more likely to seek out a face-to-face interaction
23 percent or a real person on the phone 40 percent.


