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News From Over The Valley  

CONNECT  

Customer Service – Where is It?   
 

 2175 MC 

 This is such a basic thing and relatively easy to fix!  So why don’t we? 

1 Government and all those profit driven market forces in the form 
of BIG Business have got us all on the edge of stepping into a 
New World.  It’s a New World where us humans are no longer 
required to serve – at least in the Old Fashioned way! 
  

 

2 And we will be making this – enforced - step way before we can 
say we have graduated with full marks from the Old World.  We 
have been in the Old World since God was a boy and I think it 
fair to say – we have not learned nearly enough yet to say job 
done – lesson learned – let’s now adapt to our exciting future. 
 

 

3 In Tetbury, like in so many other places, the faithful old petrol filling station – 
operated as it is by a major supermarket chain - is about to be superseded by 
a new state-of-the-art CARD ONLY service type.  How positively lovely!?! 
 
In some ways this will not be a loss.  The reason for that relates to the truth 
that customer service is still in its infant stage thanks to the lack of some 
basics.  What will not be missed, is the less-than-interested person on the till 
who couldn’t be bothered to even look at you when paying – let alone 
speaking a few nice words.  Good bye – God bless – or even Good riddance 
would be something – but so often there is nothing. 
 
OK, not all till operatives are like that – thank goodness.  But the thing is – as 
we all know all too well – a good too many of them are exactly like that. 
    

4 There was a most interesting – albeit wonderfully simple - thing which 
happened last week, which I could not help but mark in some way.  It said so 
much about human nature and - shall I say - great Customer Service! 
 
I had been a regular at another major supermarket chain shop - for 
household goods - in a nearby town and had been for some time.  The 
manager there was someone I had spoken to on probably just two occasions 
in all that time.  Since my last visit 6mths or more ago I had shopped at 
another store – slightly nearer and more convenient – but in the same chain.  
Loyalty counts – just like customer service does! 
 
Last week, I saw Mo – the manager –walking towards me in the drinks 
section and wearing a broad smile.  Smiles being something all of us have 
seen far too little of over the last two years, thanks to you-know-what – and 
the related mask mandates and recommendations. 
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Then Mo spoke – and he said: 
“Hi – How are you?  I haven’t seen you in here for some time”. 

 
Wow.  Now I have met shop assistants before with a hugely accurate and a 
long memory and Mo was clearly another one.  How impressed I was that Mo 
had firstly recognised me and that he knew I hadn’t been in for some months. 
I was for a moment stunned and then explained my absence – feeling a tinge 
of guilt doing so, as I had left it so long to come back to his shop. 
 
Mo clearly has a gift of memory that anyone would be considered special to 
possess.  But the real point of mentioning Mo here, is that he spoke to me.  At 
one level I’m just another ordinary Jo and just another one of the thousands 
of customers that enter his store on daily basis.  But to Mo, I was an individual 
worthy to speak to, to acknowledge and to value. 
 
BOOM – And there it is. 
The missing ingredient, which some might call a secret - but isn’t. 
It is the missing ingredient that lifts anyone’s heart - making them feel like an 
individual and a worthy individual at that.   
Thank you Mo – you made my morning! 
 
Cost to Mo and his supermarket chain – £zero. 
Positive effect on any person valued in this way – well it goes off the scale!         
 

5 The thing is, how could we mature adults get to a point where so few of us 
recognise the value in connecting with people through simple engagement?  
We actually don’t need a full-on conversation about how lovely the weather 
is right now.  Just a few words will do it - and especially if they can include a 
joke and a giggle about something.  Personally, I’m an addict and can’t resist 
a conversation – and some banter – at any checkout.   
I hope I make someone’s morning - by doing so and - by being me!  
 
Now, you could say, that part of the problem is the lack of good and effective 
staff training - and to some extent that is true.  But I prefer to believe we are 
all talking human beings first.  We are by nature communicators.  In second 
place, some of us get into customer facing roles where good communication 
has so many good points of high value.  That is, good points for us, in roles as 
customers and service staff – as well as the businesses concerned which we 
might work for in these roles. 
 
Another interesting point to mention here is that there is absolutely no age 
dimension to this human behaviour and expression of quality.  Whilst it’s true 
that many young people do not know how to engage in conversation in 
these retail situations – many actually do.  This is delightful to see and even 
better to experience.  What is not delightful to see - and experience - is that 
many mature adults have no clue. 
 
And I really mean – no clue.  This is so sad and even more so because 
without discovering the value of conversation in a retail setting – that retail 
setting is moving to the point soon where humans are no longer needed. 
The new petrol filling station in Tetbury is but one single example of this. 
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I fear that very soon we could be having more meaningful conversations with 
some AI robot – dealing with our complaint about its credit card payment 
system not recognising a new card – than with a real live talking human we 
might meet in a more old-school high street shop.  How sad will that be!     
 

6 On a negative note - before starting to write this article today, I had a 
conversation with a contractor about a job I need doing.  My goodness, what 
a shock.  The business owner had no idea how to relate to a potential new 
customer.  He may have been having a bad day – we all do occasionally – 
but front-lining a business is not the place to show it – ever – unless you are 
courting deserved sympathy.  This character wasn’t! 
 
The truth is, here was yet another example – as if I needed one – confirming 
that generally, so many people have no clue about customer relations – 
customer conversation and – that secret ingredient – which isn’t! 
 
That said, God save us from the modern tech which will replace talking 
humans for good.  Or rather not so good!  
      

7 I made reference to Customer Service in the title of this article and I wish to 
make this point clear.  Customer Service is all about ALL the interaction 
between assistant and customer.  It’s not just about how enthusiastic a 
member of staff might be about showing you where the sun-dried tomatoes 
have been repositioned to in another aisle.  AI will doubtless help with that 
soon too – maybe Siri – if that’s the AI girl you have on your hand-held 
device.   
 
Customer Service is all about every bit of customer interaction and there are 
so few businesses which get this entirely perfected – from top to bottom. 
 

8 On a positive note - I can though add this for business owners.   
A practice specialising in helping businesses address these so basic of issues 
is based here in Tetbury.  They have a name for their approach to customer 
relations – which they call Person Centred Marketing.  Putting aside the 
marketing bit, the practice specialises in helping business owners realise the 
value to themselves – their staff – and their customers, of being a tad more 
Person Centred in everything they do - which involves those talking humans!  
 
The change is simple and the effect can be enormous!  They are Pireaus-M3. 
 

 CONNECT’S Maxim and Oath 
Connect is only interested in finding and sharing the TRUTH. 

In search of that TRUTH, we only pose questions – we have no answers. 
 

 By: David Charles 

 Source: Tetbury CONNECT: Magazine 

 LINK Pireaus-M3 

https://www.pireaus-m3.com/
https://www.tetburyconnect-m3.com/magazine
https://oakbrookfarm.org.uk/
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 PLEASE DOWNLOAD AND SHARE THIS ARTICLE 

 

  
 Opportunity to join the CONNECT team and network 

 END 

 

 

https://www.tetburyconnect-m3.com/connect-m3

