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					INTRODUCTION  

					Customer service is one of the most important parts of  

					any business, as it is the way in which a company  

					interacts with its customers before, during, and after the  

					purchase of a product or acquisition of a service. Good  

					customer service can not only enhance the customer  

					experience, but also increase customer loyalty, the  

					company's reputation, and ultimately, its financial  

					success.  

					Customer service has become even more crucial due to  

					modern trends in consumption. Customers have more  

					choices and access to online information, which allows  

					them to compare prices, products, and services quickly  

					and easily. Social media and other digital platforms have  

					given customers a platform not only to learn about  

					companies but also to express their opinions about them  

					and their experiences. This means that companies must  

					be more proactive in their approach to customer service  

					to ensure a positive experience and avoid reputational  

					harm.  

					One of the most significant trends regarding customer  

					care is personalization. Customers expect companies to  

					understand their individual needs and preferences and  

					offer customized solutions to meet them. This can be a  

					challenge, especially for companies that handle large  
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					volumes of customers. However, companies that strive to  

					provide a personalized experience are more likely to  

					retain their customers, increase their loyalty, and attract  

					new prospects.  

					Another important trend in customer service is  

					automation. Companies are increasingly using  

					technology to provide more efficient and faster customer  

					service. For example, chatbots and virtual assistants can  

					answer common questions and resolve issues without the  

					need for human intervention. Automation can improve  

					customer service efficiency, but it can also result in an  

					impersonal and frustrating experience for customers if  

					not done correctly.  

					Customer service is also critical during times of crisis.  

					Companies must be prepared to handle unforeseen  

					situations such as service disruption due to system  

					failure, natural disasters, public health issues, or supply  

					chain disruptions that may affect the customer  

					experience. In these moments, a company's ability to  

					provide alternative solutions and exceptional service can  

					make the difference in its survival, long-term success,  

					and differentiation from the competition.  

					Empathy and speed in customer service are also  

					fundamental. Customers expect companies to care about  

					them and their individual needs. Offering personalized  

					solutions, acting quickly on their problems creating a  

					sense of urgency, and even apologizing for mistakes are  

					pág. 6  

				

			

		

		
			
				
					
				
			

			
				
					current expectations in every customer. Companies that  

					can demonstrate empathy are more likely to retain their  

					customers and maintain a positive reputation.  

					Transparency is also important as customers expect  

					companies to be honest and transparent in their  

					communications and policies. Lack of transparency can  

					create mistrust, directly and negatively affecting the  

					customer experience.  

					In summary, customer service is a critical aspect of any  

					business. In an increasingly competitive and digital  

					environment, the quality of customer service has become  

					even more important for customer loyalty and  

					satisfaction, as well as for the reputation and financial  

					success of the company. In times of crisis, a company's  

					ability to provide exceptional customer service can make  

					the difference in its survival and long-term success.  

					Therefore, it is essential that companies focus on  

					providing high-quality customer service, both in normal  

					times and in moments of uncertainty.  
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					UNDERSTANDING  

					CUSTOMER NEEDS  

					Understanding customer needs is a fundamental part of  

					any business strategy, as it allows for the provision of  

					products and services that are relevant and valuable to a  

					user, whether they are direct customers of a company or  

					not.  

					Knowing these needs opens up a world of possibilities  

					for the company, from implementing or correcting  

					measures in the customer service process to adapting or  

					launching products, all with the aim of capturing users'  

					attention. And not only that, but having this knowledge  

					allows for the implementation of innovative solutions  

					and personalized attention to their concerns and  

					problems.  

					In addition, understanding customer needs is important in  

					order to provide exceptional and differentiated service,  

					which can help to retain customers, increase their loyalty  

					to the company, and reduce the risk of migrating to the  

					competition. This may include quickly resolving issues  
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					and being able to adapt to changes and customer  

					expectations.  

					Likewise, knowing customers and their needs allows for  

					a focus on creating a competitive advantage focused on  

					constant innovation and adaptation to market trends, as  

					well as the implementation of effective marketing  

					strategies that allow for effective customer outreach.  

					And it's that the evolution of marketing and the  

					understanding of the customer and their needs have gone  

					hand in hand for a long time. Thus, we can identify three  

					very distinct stages.:  

					
1. First stage, which was focused on generating the  


					product or service itself, without knowledge of  

					the consumer or their needs. These products and  

					services aim to satisfy needs from the company's  

					perspective and the advertising used was  

					traditional, such as radio, television, or print  

					media. This stage is also known as Marketing  

					1.0.  

					
2. The second stage focuses on the consumer and  


					their intrinsic needs, and then seeks to satisfy  

					them with the products and services that can be  

					generated. Companies focus on getting to know  

					their consumers and not just on achieving  

					numbers for sales; they seek to create emotional  

					value that attracts and retains their customers by  
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					providing value in interactions in the pre-sale  

					and post-sale stages. This stage is also known as  

					Marketing 2.0.  

					
3. The third stage focuses on seeking the deeper  


					needs of the customer and building a deeper  

					relationship with them. Companies already know  

					that satisfying needs is not just about launching  

					products to the market, so through this Marketing  

					3.0, companies, among other factors, focus on  

					satisfying the emotional and collective needs of  

					customers (and letting them know) while also  

					building customer loyalty.  

					To identify and understand customer needs, it's important  

					to establish effective communication and a trusting  

					relationship. This can include conducting interviews or  

					surveys with the customer, or direct observation of their  

					purchases and consumption patterns.  

					It's essential to listen carefully to what the customer has  

					to say and ask questions to clarify any doubts or  

					ambiguities.  

					Listening attentively to the customer and asking  

					questions to clarify any doubts is a fundamental part of  

					identifying and understanding their needs. By paying  

					attention to what they're telling us, we can gain valuable  

					insights into what they require now, what they crave in  
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					the short and long term, their consumption expectations  

					and preferences, among others.  

					Furthermore, by listening and asking questions, it  

					demonstrates to the customer that they are valued and  

					that there is an interest in understanding their needs. This  

					can help establish a relationship of trust and foster  












