
Most people would agree that customer service decides a company's growth and development. There's no one-size-fits-all blueprint for delivering excellent customer service and sometimes even the most successful brands are susceptible to having bad customer service moments. However, how the organization chooses to approach their customer service to improve their   buyer-seller relationships is significant. In-depth interviews had been conducted along with the assistance of various university students to demonstrate some of the most common examples of bad customer service that businesses will want to be aware of.

One of the interviewees, Sarina Galfano, had recently terminated her Amazon prime membership program says that, “I contacted the Amazon customer service number to request a reimbursement because the laptop charger was partly defective but so far they have been difficult, with the most recent correspondence stating that they are not responsible for any damaged items.There would also be no refund because the delivery was made on-time and undamaged, regarding their return policies.” Instead of acknowledging the inconvenience caused, the agent failed to empathize with the customer and was simply running through the script without any emotional engagement, “I feel as if there’s no admission of responsibility or genuine apology from the company, so I cancelled my prime membership immediately after I hung up on them.” 

Almost every employee needs consistent company policies to guide them on their roles and responsibilities, as well as the company’s overarching business principles for compliance reasons and to ensure a healthy organizational culture. On the downside, these rules that are designed to benefit the business can sometimes act as roadblocks to providing above-and-beyond customer experience. What's frustrating about this situation is that the customer presented a clear opportunity for the business to provide a solution to the problem. Because customers are sovereign, Amazon should simply accept the responsibility and offer to fix the damage. What Amazon did only create an unsatisfied customer and not to mention that could possibly influence thousands of potential leads. Customers trust a company that's dedicated to fulfilling their needs, and sometimes bending the rules is a great way to build customer loyalty. 

Cindy Herrera said she encountered her worst dining experience with an arrogant and condescending waitress, "there are times when restaurant server attitude just makes no sense whatsoever. My family and I were recently at this locally-owned Mexican restaurant where the waitress was incredibly grouchy. She was impatient and you could tell that she didn't want to be there. When you work in customer-driven environments it's incredibly important to put those feelings behind you and deal with whatever comes your way...she would throw the menus on the table, forget our drinks and not look at us when we asked her questions. Not only that, she even rolled her eyes when we asked for extra napkins, clearly conveying that she thinks we were being unreasonable.” 

In the food industry, customers are paying not only for the food they eat but also for the service and the experience. Complaints often result from a waiter giving poor service. Regardless of the type of restaurant, the restaurant managers should spend more time observing certain etiquette standards of the servers because they play a critical role in creating a positive dining experience. 	Everyone has good days and bad days. However, having bad attitudes are usually considered universally unacceptable especially in the service industry. It is almost an inevitable part of the manager professional landscape, to have one (or more) employee who has a hard time getting along with others. With that being said, managers should confront these difficult employees and provide actual behavioral feedback about what they need to be doing differently. In some cases, the best shot at improving the situation lies in having the clearest possible understanding of the situation, and that includes listening to the troubled employee’s point of view. Once the employee feels heard, he or she may start acting very differently. 

Tiffanie Yabut who used to have Tj Maxx to be her all-time favorite boutique, expressed her disappointment after being ignored the entire time she was at the store, “this just happened last weekend when I walked into Tj Maxx and didn't receive any greeting from the associates. No one asked to help me find what I was looking for and when I needed help finding something. There were multiple associates available but they all ignored me, even though they literally just stood there chatting. So, I have actually stopped shopping there altogether.” 

It seems like common sense that businesses should expect employees to know how to greet customers. A courteous greeting is the first step to leaving positive first impression, and there is the risk that a customer will not make a purchase in the absence of a proper greeting.
According to Audra Bianca who has been writing professionally since 2007 says that, “ there is an important element of psychology in greeting customers. When a salesperson focuses on greeting a customer, she can establish an emotional bond before making the sales pitch and help the customer decide whether to make a purchase. Without the emotional bond, a customer has no motivation to take a salesperson's pitch seriously.” (Chron, 2018) This indicates the importance of customers who come in to buy a specific product should get a personalized greeting followed by useful product information and other help from the employee that trained to serve. 

Customers who believe they weren't treated well by a company can do a lot of damage when they share their feelings to others. Anyone can go online to share how they were greeted rudely or not at all and perhaps had other problems with your business. Dissatisfied customers may give negative reviews or other damaging material that can become viral, especially when shared via social media, and can hurt a company's reputation now and for some time into the future.

The service industries that depend on the customer greeting to establish connection should implement standardized training for their employees. If there is no standard taught, employees are left to greet customers as they choose, and their greetings may be inadequate. With training built into company procedures, it's easier to ensure that customers get a standard first impression and to hold employees accountable for using acceptable greetings. The success of every service industry has to be built on a foundation of great customer service. It is vital to ensure that the employees are performing at their highest standard. Therefore, simply delivering a basic training session at the start of their employment and expecting them to give outstanding service over subsequent months and years could end up costing the business itself. 
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