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Introduction

With such drastic changes to consumer expectations 
underway, SKUx set out to uncover and share some 
of the latest customer service center statistics, and 
establish a baseline for who’s getting customer 
satisfaction right, and who needs new standards for 
reconciliation.  

When it comes to customer satisfaction, instant 

gratification is the new norm. Thanks in part to 

the Internet, social media, and digital behemoths 

like Amazon Prime, all of the world is a proverbial 

shopping cart. This means that customers expect 

solutions to their grievances as expediently, if not 

as immediately as their ability to make purchases. 

Factor-in the compliance standards of a post-

pandemic landscape, and customer service centers 

are now in a critical position to respond to grievances 

at lightning-fast speeds, and continue to re-engage 

customers as part of the journey. 

This report will provide an overview of a customer 

satisfaction performance analysis we conducted in 

Spring of 2020 and will demonstrate how our secure, 

digital incentives can help companies respond to 

customer grievances faster, with less fraud and better 

tracking. The end result? Improved customer retention 

and brand loyalty. This is important, because while 

companies continue to emphasize how valuable their 

customers are, the number of companies that do not 

respond to grievances and product dissatisfaction 

continue to grow. 



The Primary Focus 
in Customer Service Centers

What is surprising is the number of businesses 

that base their entire service strategy on the 

number of calls handled per hour, and the 

average amount of time callers spend on hold. 

(Source: Customer Experience Trends Report 

2020; Zendesk)

Notable voids exist in the area of customer 

satisfaction, particularly those related to 

product reconciliation. While it’s true that 

current dissatisfaction may emerge from 

a confluence of factors, none are more 

obvious than the latency of non-bot replies to 

customers who express grievances. 

Once a decision is made to compensate 

a customer, the expectation is real-time 

delivery of a solution that will retain loyalty, 

not a slowly delivered, paper certificate that 

arrives via mail without tracking. 

The latter method described not only has an 

adverse effect on the customer experience, but 

also the bottom line. Consider that the average 

customer acquisition cost (CAC) for consumer 

goods companies is $22. 

(Source: Demand and Jump 2019;  
demandandjump.com) 

Contrary to popular belief, customer service centers are not 

relics of the past. They still represent most companies’ front 

lines when it comes to fielding customer questions, concerns 

and grievances, including those that arrive via web form. 



By increasing the quality of 
support services, a company 
can actually increase 
their profit and hold on 
to customers who might 
otherwise vote with their feet. 

Benefits 
of Good Service

Costs 
of Poor Service

52% of consumers say they have 

made an additional purchase 

from a company after a positive 

customer service experience. 

(Dimensional Research)

Attracting a new customer is 

6-7 times more expensive than 

retaining a current one. (Kolsky)

Companies that excel at the 

customer experience drive 

revenues 4% to 8% higher than 

those of their market. (Bain)

Increasing customer retention 

rates by 5% increases profits by 

25% to 95%. (Harvard Business 

Review)

One-third of consumers say 

they would consider switching 

companies after just one instance of 

bad customer service. (AE)

79% of consumers who shared 

complaints about poor customer 

experience online had their 

complaints ignored. (Harris 

Interactive)

12% of Americans rate their number 

one frustration with customer 

service as “lack of speed.” (statista)

56% of people around the world 

have stopped doing business 

with a company because of a 

poor customer service experience. 

(Microsoft)
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Research conducted by Nextiva this year highlighted some key 
statistics around the benefits of good customer service, and the 
cost associated with poor customer service:



Research Uncovers 
Prime Opportunity for 
Faster Reparations 

SKUx conducted a customer satisfaction 

performance analysis by contacting 

62 of the most recognizable consumer 

brands from across the United States. We 

found that while companies are reacting 

quickly to document customer grievances, 

they’re taking substantial risks in losing 

customers due to the antiquated delivery of 

reparations. 

Key Finding:
Nearly 30% of Companies 
Failed to Respond to 
Complaints

Seventy-two percent of the 62 companies 

we selected for our customer satisfaction 

performance analysis took action to respond 

to the complaints we filed by web form 

about their products. This means that 28% 

of companies are exercising some form of 

quiet contempt, or are buried by increased 

web sales with no in-store satisfaction 

option. Invariably, this increases the odds 

of public-facing, online complaints from 

customers who did not get resolve through 

traditional customer service channels, such 

as phone and web form. 



1.5 Minutes
Average length customers 

were placed on hold to 

express their grievances by 

phone

2.9 Days
The average amount of time 

it took companies to respond 

to web-form grievances

26%
The percent of companies 

which sent something to 

the customer to reconcile 

complaints

10.1 Days
The average length of time 

for fulfillment, shipping and 

delivery, among companies 

that sent customer 

reparations.

$6.19
The average value of 

compensation received by 

customers 

$0.83
The average amount 

spent postage to mail 

compensation

6 Months
The average length before 

expiration of compensation 

offers

10%
Percentage of companies 

which distributed a survey 

to measure post-grievance 

satisfaction

Product 
replacement, 
Certificates,
& Checks
The most common ways 

companies resolve customer 

grievances 

Other Key Takeaways
Of the 62 companies analyzed:



It’s easy to dismiss some job labors as unavailing, 

but there’s a cost associated with the dismissal 

of grievances – those viewed as line-items 

rather than feelings held by real people who 

matter. When the narrative is reversed, 

the opportunity to be competitive, 

boost retention, and gain new 

customers is exemplified, and 

there are new technologies to 

help make this an easy and 

affordable solution. 

Resolving the Need 
for Faster Solutions

Studies show that a satisfied 

customer will tell 2-3 people 

about a company they had a 

positive experience with; this 

includes experiences that 

started out negative but were 

reversed to create customer 

satisfaction. A striking 80% 

of customers will return to 

businesses when treated 

fairly, and that number rises 

to 90% when grievances are 

responded to immediately. 

(Source: Gladen, Susan; How 

Customer Service Works)

A Zendesk Customer 

Experience Trends report 

from 2020 found that 

56% of customer service 

representatives feel they have 

adequate tools for measuring 

and reporting on customer 

satisfaction success, though 

agents at smaller companies 

are less likely to say they 

have the right tools in 

place. Only half of agents at 

companies with fewer than 

100 employees agree. 

A key statistic from this 

report shows that the 

most important aspect 

of a good customer 

experience (CX) is the 

ability to resolve issues 

quickly. 

Other areas that matter 

most include 24/7 support in 

real-time, availability through 

desired contact channels, 

and proactive reach-out by 

the company once a concern 

is expressed.

Instant, digital compensation 
leads to greater customer 

satisfaction and repeat business.



The Digital 
Approach 
to Immediate 
Reparation & 
Retention

The newest advancements in blockchain technology, like 
those offered by SKUx, now make it possible to respond 
to customer grievances in 7-10 seconds from the time of 
the initial customer report, instead of 4-7 days. Built for the 

digital economy, these new enterprise tools allow companies 

to create frictionless, seamless consumer engagement 

experiences in areas that range from digital incentive 

issuance to redemption.

Serialized distribution and tracking of promotional vouchers 

and certifications give companies visibility and transparency 

into the issuance of reparations, and empower customer service 

representatives to keep customers happy. This not only reverses 

customer dissatisfaction, but also mitigates the potential for 

voucher and offer fraud. A digital platform for recording and 

verifying transactions provides security and encryption, and allows 

customer service representatives to see, in real-time, the initiation 

of a reconciliation offer. This real-time redemption data allows 

companies to better monitor consumer engagement and build 

back consumer brand loyalty. 

This platform integrates with all CRM systems, and can push 

a certificate or incentive digitally to a customer in a few short 

seconds, giving back-end operations and marketing teams an 

easy way to view when, how, or if the customer used the offer. 

Full life-cycle reporting, analytics and insights are made available, 

while the need to manage incentives through a third-party 

provider are eliminated.

Mobile-enabled reparations 
reach consumers anywhere, 
instantly.



Final  
Considerations

Not only are customer satisfaction and 

service more critical to business than 

ever presumed, they’re also evolving at 

extraordinary speeds. Today’s “call-out 

culture” is a unique derivative of  social 

media, and can make it difficult to remain 

competitive and relevant if your company is 

not taking serious measures to invest in and 

address the concerns that drive brand loyalty. 

Consumers of the modern world have 

more ways than ever to hold a company 

accountable for their products and services. 

This is why companies must deploy the latest 

digital technologies to help them deliver 

consistent, quality reconciliations expediently. 

No matter how large or small an issue may 

appear on the surface, the consequences for 

dismissing customer complaints in the age of 

commerce have major impacts on business. 

Consumers now have powerful tools to solve 

problems and make themselves heard, so 

companies must use technologies that 

reciprocate these levels of consumer-ready 

speed and sophistication. 



About SKUx

A leading Fintech organization, SKUx 

utilizes digital incentives to eliminate 

fraud and create more transparency for 

retailers, brands and other businesses 

that issue and incorporate incentives 

as part of their business model. By 

leveraging the power of blockchain 

technology, SKUx helps businesses 

deliver real-time reconciliation and 

settlement to common customer 

grievances and presents opportunity 

for reinforced brand value and 

customer retention. 

The patent-pending SKUx solution 

is helping build out the largest 

redemption network of its kind in the 

industry, ensuring greater brand loyalty 

for the companies served, and higher 

levels of customer satisfaction for 

increased customer lifetime value. 
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