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Long before the internet was invented, Albert Einstein 

said “It has become appallingly obvious that our 

technology has exceeded our humanity”

Hi, I’m Ava Lucanus, founder of Edge Communication. In this fast paced, 
high tech world where the customer experience is so often forgotten, 
my mission is to help organisations keep their promise and bring 
back the service to customer service.

I do this by ensuring that each and every customer touch 
point in an organisation is aligned with their brand 
promise.

By making a few small changes in your customer 
culture, you can so easily create the WOW factor 
that will not only keep your customers coming back, 
they’ll rave about you and create word of mouth 
referrals. You’ll see an increase in productivity, reduced 
complaints, enhanced reputation and increased profit.

The telephone is often the first point of contact for your 
customers and the first impression that they receive of 
your organisation.

Research tells us that the customer’s perception of your 
organisation is based on the impression formed within the first 3 
seconds. Their experience in this crucial first 3 seconds becomes their 
reality and will determine whether or not they choose to do business with you, or 
defect to your competitor. 

Studies show that dissatisfied customers will tell up to 20 people on average. In the 
today’s world of cyberspace with social media so commonly used as an avenue for 
complaints, bad news travels fast at the click of a mouse! Hundreds, thousands or even 
millions of potential customers may well receive the bad news in seconds.
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CAN YOU AFFORD TO LOSE VALUABLE 
CUSTOMERS?
Here are the 8 most common mistakes that cost organisations, and what you can do 
about it:

 Sounding busy or distracted

  When the phone rings, you try to finish typing the last sentence 
of that email, finish what you were saying to a colleague or 
close a file from a previous call. By the time you pick up 
the phone, you are sounding a little flustered and not 
quite prepared. 

  The caller cannot see you, so will paint a mental 
picture of your organisation that is disorganised 
and unprofessional.

   Completely prepare yourself to create 
the perfect first impression every time 

you answer the phone. As soon as you hear 
the first ring, stop what you are doing. Pick 
up a pen, smile and answer on the third ring.

 Not identifying yourself 

  When your customer is on the receiving end of an 
anonymous voice, it’s difficult for rapport to build 
and this lack of connection can easily erode their trust in 
your organisation. 

  Whenever you answer the phone, you are the voice of the 
organisation so give your name to increase rapport and build trust. You are 

also more likely to get the caller’s name, which you can use to help control the 
conversation towards your desired outcome. Your caller will call you by name, and 
you will feel more valued as they become more responsive to you.
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 Not using your caller’s name 

  When you don’t use your caller’s name, especially if they have already told you their 
name, they could perceive that you are not listening, you don’t care, or that they are 
not important to you.

  To help control the call and portray a professional image, it’s wise to use your 
caller’s name during the conversation, and at the end of the call. You know 

how valued it makes you feel when someone addresses you by name, and this 
courteous act will confirm in your customer’s mind that they are 
dealing with a friendly and professional organisation.

 Multi tasking

  As organisations cut down on resources to 
improve their bottom line, multi tasking 
is becoming the norm. Although we are 
encouraged to do two things at once to 
increase productivity, it does not work when 
on the phone to your customer. 

  Your customer can hear the distraction in 
your voice tone. Their perception will be that 
you are distracted, not listening and too busy 
for them. You could irritate them by having to 
ask again, after missing some important details 
they have already given you. They could become 
difficult, or worse, move their business to someone 
who they feel cares about them more.

  As soon as the phone rings, stop what you’re doing, sit 
up, smile and answer. This simple practice will not only create a 

very powerful first impression, it will diffuse any dissatisfaction they may  
have been feeling.
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 Not taking ownership 

  We can all relate to the frustration of explaining our story to the first person who 
answers the phone, only to be told, “I’ll just put you through!” Through to where? we 
ask ourselves. We then have to repeat our story once, twice or three times more, as 
we are promptly given the run around. This bad practice gives the perception of an 
organisation that is disorganised and lacks internal communication. If they can’t get 
their act together, we soon lose trust in them.

  When transferring a call, always let your caller know who 
they will be transferred to, and inform the transferee 

of the caller’s name and the reason for the call. Transfer 
the call only once you are sure that it’s the right 
person for the enquiry. If you’re unsure, ask them 
to wait while you find the right person to help 
them, or take a message. Maintain ownership 
by checking that their call has been returned, 
and calling the customer back yourself, if 
necessary.

 Keeping the caller in limbo 

  Your caller has just explained the reason 
for their call, and you have to locate some 
information, or the right person to take their 
call. You reply “just putting you on hold” without 
an explanation or an indication of how long. 
There’s nothing more frustrating for your customer 
and it’s a sure way of rubbing them up the wrong way. 

  As they hear the repetitive hold music, they have no idea 
of what is happening at your end, and feel as if they’ve just been 
dropped into a black hole. We’ve all had bad experiences of being on hold for far too 
long, and studies have revealed that this is the number one reason for phone rage.

  Before you place a call on hold, make sure you ask permission and inform your 
caller of the reason. For every one minute your caller is on hold, they will feel 

as if it’s been six minutes, so do check back with them every thirty seconds or so, 
and make sure they are still happy to hold. Offer to call them back if they prefer.
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 Hanging up first 

  Have you ever called an organisation and at the end of the call, you start to add 
something that you’ve just thought of when you suddenly hear the loud clang in 
your ear as they hang up? It’s very frustrating! You have to go to the effort of calling 
again, not always a straightforward task. You feel as if they don’t really care about 
you, and just wanted to get off your call as quickly as possible.

  To create the impression of a courteous and helpful 
organisation that cares about your customers, always 

allow your caller to hang up first. If they are hesitating, 
ask if there’s anything else you can help them with. 
If the answer is no, it’s OK for you to hang up…
gently.

 Not following up 

  Things don’t always go to plan. Always 
remember that your customers are not mind 
readers and don’t know what is happening at 
your end. You need to keep them informed, 
otherwise they will assume that you have 
forgotten about them, which will quickly undo 
all the effort you have put into building the 
relationship. 

  Always give progress reports and offer 
alternatives when things don’t go to plan or 

you’re unable to respond by the promised time. Make it a 
practice to return phone messages within the same day, even if 
you don’t have all the  
information yet.
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For a successful customer experience, 
always follow these 8 simple, yet very 
powerful golden rules:

1.  Prepare for answering the phone – 

stop, sit up and smile

2.  Always identify yourself to increase 

trust

3.  Use your caller’s name to build rapport

4.  Never multi task when talking on the phone

5. Take ownership when transferring a call

6.  Keep your caller informed when placing them on hold

7. Always hang up last

8. Follow up and keep your caller informed with sticky situations

Your customers will perceive you as a professional, friendly, and trustworthy 
organisation, and will feel more comfortable doing business with you. They will buy 
more, give you more repeat business and rave to others about their amazing experience. 

Pamper your customers, and always remember that if you don’t look after them, 
someone else will; most likely your competitor.

http://www.edgecommunication.com.au


Author: Ava Lucanus © 

Second Edition 2017

Telephone: (+61) 8 9200 2290

ava@edgecommunication.com.au

www.edgecommunication.com.au

http://www.edgecommunication.com.au
http://www.edgecommunication.com.au

