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Marketers & Consumers )

Going in Opposite Directions

In many cases, marketers and consumers are like ships passing in the @
night, going in opposite directions without even acknowledging each other.
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Specifically, corporations may be in an overhead reduction mode as a result >\ OFFSET PRINTING

of current economic conditions while consumers may be especially sensitive

to experiences that are memorable, both positive and negative. The “Customer W} ELECTRONIC PREPRESS

Experience Impact Report” recently conducted by Harris Interactive found

that:

* 84% of respondents said they would tell others about a negative

experience. The figure last year was 74%.
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* 22% said they posted negative comments about a company on a FULFILLMENT SERVICES

blog. The figure last year was 13%.

* 87% of respondents report that they’ve stopped
doing business with a company because of
poor customer service. Remarkably, the

figure only two years ago was
only 19%.
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