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Question: 
 

What is a quick and easy way to find out what our customers think of 
us? 

 
Answer: 

 
Sometimes we donôt bother to ask our customers what they want. We 

sort of try to determine as an organization what we should give them, 
instead of asking them what they really want.  

 
I want to give you a very simple, easy, inexpensive way to find out 

what your customers are thinking about their interactions with you.  

 
By the way, the main reason customers leave an organizationð68% 

leaveðis because of an attitude of indifference by some employee. You 
need to find out what kind of an interaction they had, because that 

employee, to the customer, represents the whole organization.  
 

I call this the ñtwo-minute phone call.ò You call a customer and you 
say, ñCould I have just two minutes of your time to ask you three 

questions about the last time you interacted with our organization?ò 
 

Question number one : ñOn a scale of one to tenðone being horrible 
and ten being absolutely fantasticðhow did we do?ò This gives you a 

quantitative measurement. 
 

Question number two : ñWhat did we do really well?ò 

 
And question number three : ñWhat could we have done better?ò 

 



 

 

Those open-ended questions will give you some wonderful feedback.  

 
And actually, when we talk about recoveryðwhen youôve made a 

mistake or that interaction hasnôt been really greatðyou have the 
opportunity right there on the telephone to recover with that 

customer, and help them have a much better interaction with you on 
the phone than maybe they had face-to-face when they were in your 

organization.  
 

Then you compile that data. And you begin to look at, ñHow do we do 
quantitatively,ò then, ñWhat are some of the things weôre doing really 

well?ò and celebrate those. And, ñWhat are some of the things weôre 
not doing so well?ò  

 
And communicate those to your employees, so that they can hear that 

and hopefully get better at those things. 

 
The other interesting thing about this two-minute phone call is I 

suggest you have every employee call one customer, just at random, 
every week. Because they need to hear whatôs happening out there in 

the customerôs eyes, in the customerôs experience. 
 

A two-minute phone call costs nothing except a phone call, takes only 
two minutes of your time, two minutes of their time, and youôll get 

some phenomenal information.  

Glanz -2- 


