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phrases to describe excellent customer service.  The sort of things they write are as follows: 
 Listened to me 
 Treated me as a person 
 Were respectful 
 Really seemed to care 

Interestingly, people rarely say things like “the product worked” or “does what it says on the tin”.  These “utility” 
factors are taken as given, excellence then is going further, it is about connecting with customers on an 
emotional level. 
The point is that, not only is great customer service a right-brained concept, but consumers are willing to pay 
extra for it. 
The difficulty for many organisations is that due to history, the pressures of the stock market, nepotism, and a 
host of other excuses, the Board tends to be dominantly left-brained, while the products and services they 
offer increasingly need to be more right-brained.  This creates tension where the two approaches meet. 
For example, I once had a customer who had good reason to be 
dissatisfied with the company I worked for at the time.  As their 
account manager, I knew what we needed to do to correct the 
situation.  I therefore submitted a request to the Board to supply the 
necessary products free of charge.  My next instinct was to spend time 
with the customer to rebuild confidence and trust. 
The Board took a different view.  They insisted that I wrote detailed 
reports and attend lengthy internal meetings to discuss the situation.  
The more time I spent away from the client, the worse the situation got, 
until the only solution was a meeting between the CEO’s of the two 
companies.  Wouldn’t it have been better if the Board’s instinct had 
been to sort out the customer first and hold the inquest later? 
The solution is for the organisation to be “whole-brained” at every level.  F
more leadership oriented and less managerial.  If you quickly write a lis
management, and then write a similar list for words you would associate
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