WHEN THE CUSTOMER IS STRESS™
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This is especially true for high-emotion services—
those that trigger strong feelings before the service
even begins. Services Telating to major life events
such as birth, marriage, illness, and death fall into
this category, as do airline travel, car and computer
Tepair, and home buying, selling, and Ienovation,
High-emotion services may elicitintense feelings
for the following reasons:
Lack of familiarity with the Service being delivered,
When family members must quickly arrange 5 loved
one’s funeral, thejr grief is often compounded by
uncertainty surrounding expenses and options,
Lack of control over the performance of the ser-
vice. Complaints about auto Tepair shops Tegularly

top lists published by the Consumer Federatiop
of America,

Major consequences
vices fora divorce canh;
finances, child Custody,

if things go wrong. Lega] ser.
avea huge effect onacliept’s
and self-esteer,

ire and rigorously train The institutions studied are known for their ser-
ol, and hire a : ied ar . S
mers’ €017 Ena icate respectfully. - Vicequality as well. Their delivery of high-emo
%ﬁ who can COmIIHEE f : i ctor in their selection for
e v ‘
nm% e
 fraumatic Journey

ncer care to illustrate the wEE i
- nm.amznmm. for an obvious re:
(i .mE ore-intense emotio:
wics 1090 4 L
m..w osis is life nwmbm_:m. e
%ﬂa of death, Jeamb.w G<o es
L s and multiple clinicians
acute short- and long-term EN%
side effects of the .nmmgmunm
dation of excellent nwunma. nm_:.
the quality of the &wmbowm g
the clinical services. But co
delivery matters a great de
tion of a care organization ai
competitors. In additio!
imbursements to hospit
satisfaction ratings.
One of us (Len

e choS

VE ONES NS
Z /

Complexity that makes the service a blaci
8ivesits provider the upper hand, When
technician tells a customer that “the Iaj
erboard is fried;” the customer usually
judge either the diagnosis or the sugges

Long duration across a series of even
commonly involves extended pla
dinner, the main ceremony, and
ofreception, meal, and party—p]
for conflict ang pitfalls. i

Satisfying anxious or ove
who are contending with theg
for service Providers, Dra
mﬁmnmunm mEmS.u@nm
Vices, Sm:%mam:mmma i
Positively jnf
of quality apg

uence expe

b




