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Not all that many years ago, if a company wanted to stay in business, it had to treat its customers right.  Remember the saying “the customer is always right”?  That used to be the golden rule of business.  Because companies used to realize to realize that without customers, there would be no payday.

Apparently that has all changed now.  As our country moves closer to a socialist economy, I notice that they have less and less customer service.  This is not one or two companies. It is across the board.  Companies merge and combine together and perhaps there is a realization that as we have fewer options, we have to do business with these places of business so they don’t have to provide customer service.

In the smaller business, it is more noticeable in the type of business.  For instance, when I go to a small family owned Chinese or Japanese restaurant, I notice that there is a small language barrier, but for the most part, they try to learn our language and bend over backwards to understand what we want and try to provide it.  This is rare, however, and does not apply to the chain restaurants.

When I go to a small Mexican restaurant, I notice something a little different.  I notice waiters and waitresses that come to the table to take your order and speak no English whatsoever and make it obvious that they do not intend to.  They make a half-hearted attempt to take your order and expect you to be happy with whatever they bring you to eat whether it is what you ordered or not.  They do this with an indignation that if you want them to understand your order, you should learn their language, not the other way around.  I am sure that if I crossed the border (legally or otherwise) and told them to learn my language if they wanted my business, they would all run right out and learn English.

I have dealt with several companies in the past few months that are larger companies and have given new insights to the lack of customer service in today’s world.  I called my satellite company to discuss a problem with my billing and the fact that my service had gone out.  As far as the billing goes, it was minor.  I was promised a receiver for six months with no service charge.  They were billing me monthly for six dollars and crediting me for five dollars.  When I explained this to them the gentleman in India explained to me that I was correct and that this was the way they do business. Huh?

After requesting to speak to a supervisor (also in India) I was told that indeed, I was getting my receiver for free for six months.  He explained that even though they were billing me for six dollars each month, they were also giving me a five dollar per month credit so I was getting the receiver for free.  I explained to him that, no that is wrong, that means I am getting the receiver for one dollar per month, to which he replied, that is close enough.  Even though this was only one dollar per month for a total of six dollars, I argued the point for another thirty minutes and three more supervisors and asked them point blank where their customer service was.  His answer was “we are in India”.  Well that smacked me right in the face and I realized that he had given me all the insight I needed in that one answer.

I then had him transfer me to tech support, yes also in India, and reported to them that my receiver (the one I am paying one dollar per month to get free) was not working. I explained that I had already done a few troubleshooting tests such as unplugging the unit for two minutes and then plugging it back in, holding in the power button for ten seconds to do a hard reset on the unit and running a check switch test on the unit through the troubleshooting menu.  He then said to me “I am sorry that you are having trouble with your television that you enjoy so much. Let me try to help you with that. Can you please unplug the unit from the wall for two minutes and then plug it back in.”

Now I know that I spoke plain English (ninety percent of the problem) when I explained to him all that I had done already and I could tell that he was reading his replies from a script on the computer, so I asked him, “could you please quit reading from the computer and listen to what I am saying.”  He explained that the computers were an important part of their business and that we as customers should learn to accept the importance of them.  I explained to him that we as customers deserved to be listened to and treated with respect or perhaps we would prefer cable instead of satellite.

I realized that I was going to get nowhere with this company and after redoing all the troubleshooting tests again and adding a couple more I was told that I did not have reception because it was CLOUDY.  I asked if he was in India how did he know it was cloudy in Indiana.  Oh, now I see why the computers are so important.  I asked if he noticed the forecast was for cloudy weather for several days and he said yes and I would probably not have reception for several days.  I had him send a technician out who discovered that the receiver was dead and had to be replaced and now I have reception in cloudy weather.


The whole point here is that as recently as a few years ago, we had good customer service in this country and companies prided themselves on the quality of customer service that they provided to their customers.  What was different then?


Well, the main difference is that back then, the customer service was provided by Americans , to Americans.  But in recent years as we move quickly into a socialist economy, companies have decided that money was more important than customers and they have started outsourcing their customer service to other countries that do not have as high a standard of quality as Americans.


But whose fault is the lack of customer service in the long run?  It ultimately is our fault.  It is our fault because we continue to do business with these companies even though they treat us as second class citizens when we are the ones paying their paychecks.  I we stopped doing business with a company the day we found out that they outsourced their tech support, and their call centers, or when we had an example of bad customer service with them, they would get the picture.  They would either keep the jobs here and provide good customer service or they would go out of business and another company would take their place.


But we keep doing business their way so we get what we deserve!
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