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   S WE GET OLDER, WE
   sometimes fi nd ourselves
   bemoaning the level of 
customer service being provided by 
the younger generations that follow. 
Trying hard not to sound too much 
like our parents and grandparents, 
we wonder aloud about the rudeness 
of salespeople who would obviously 
much rather be somewhere–
anywhere–else but there, and for 
whom a simple “thank you” or even a 
genuine smile seems far too much to 
ask.
  With the threat of poor customer 
service ever-looming, when we do 
get great (or even good) service, 
we appreciate it. Sometimes, the 
service is so good that we want to 
tell all of our friends and encourage 
them to shop in the same store. But 
is it too good to be true? I recently 
encountered such a situation that 
made me wonder.
  In the process of making some 
changes to my fi rm’s cellular phone 
account, I needed to accomplish 
two things. I went into a cellular 
phone store near my home, hoping 
to make the necessary changes to 
our account and get new phones. 
Although it was early evening, the 
store was busy and shortly after 
we got there, one of the two sales 
associates left, leaving our sales 
associate on her own.
  As more people came and went 
in and out of the store, the associate 
deftly handled inquiries from other 
customers, while still working with 
us. Although she could not make 
the changes to the account that we 

requested, she did tell us that we 
would be able to get the new phones 
that we wanted (despite our having 
been told at another store that we 
would have to wait until April 1).
  Because the store was busy and 
our children were hungry, we opted 
to leave our account in her seemingly 
capable hands and stepped out 
across the street for dinner. I came 
back to the store about 45 minutes 
later to fi nd it still busy, and the 
associate still manning it on her own. 
We completed the fi nal paperwork 
and left the store with two new 
phones, a new home phone set-
up and a promise that the account 
changes we wanted could easily be 
done the next day by phone, using 
the 1-800 number she provided.
  If you are thinking this was too 
easy, you are correct. My husband 
(and law partner) was skeptical and 
said as we were driving home, that 
it could not have been that easy and 
that something had to go wrong. He 
was right.
  The next morning, we fi rst 
attempted to call the 1-800 number 
our sales associate had provided, 
only to fi nd that it was incorrect. After 
calling the store to get the correct 
number, we called our cellular phone 
company and attempted to make the 
account changes we needed. The 
fi rst step relating to our old account 
was easy. When we attempted step 
two relating to our new account and 
new phones, we encountered (of 
course) problems.
  The corporate representative that 
I spoke with told me that the store 
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sales associate had set things up 
incorrectly and instead of having three 
lines on our account, we currently had 
fi ve and the new phones would not be 
able to be moved to our old numbers. 
I was told that I would have to go back 
to the store and have them terminate 
and unwind everything. Once that was 
done, corporate could set things up 
the way we needed. I was also told 
that we were not supposed to get new 
phones that early, and that the store 
we had gone to was not a company 
store, but rather an authorized retailer, 
something that is impossible to know 
just by looking at the store.
  When I returned to the store, the 
associate we had worked with was not 
in. I explained the situation to the other 
associate, who obviously did not want 
to unwind her co-worker’s sale. She 
called her co-worker and I was told 
that it was actually the corporate offi ce 
who did not understand what was 
happening, and that it could be easily 
resolved. (I still fi nd the fi nger-pointing 
humorous.)
  I spent much of the rest of the 
afternoon bouncing back and forth 
between my offi ce and the store, 
hoping that the two associates could 
resolve the issues, fi x our account, 
and still get us the phones. At the end 
of the day, the second associate did 
have to terminate the two new lines 
and return the new phones, unwinding 
a good portion of what had been 
done the night before. I found myself 
apologizing to her, not wanting to 
cause problems because I appreciated 
the hard work of the associate from 
the night before. However, at the same 
time I was frustrated that it was not as 
easy as I was told it would be, and that 
I had to spend time trying to fi x things.
  If you are getting good customer 
service, but it is not accomplishing 
what you need to accomplish, or you 
end up with the wrong equipment or 
products, does it render the customer 
service bad? If you consider this 
situation from a different angle–

perhaps one of the stereotypical used 
car salesman–does that make the 
service bad?
  It could be that I was so relieved 
to be speaking with someone who 
was acknowledging my needs, who 
was smiling, and who was able to 
handle a crowd and still answer 
my questions, that I lost sight of 
what I really needed, and let the 
“good” service cloud my judgment. 
(Again, looking at it from a used 
car standpoint, did I get snowed? 
Did I leave with things that I did not 
need because she was such a good 
salesman?) We did say no to several 
of the upgrades and up-sells that she 
was offering, but at the same time, did 
we say yes too much?
  It is easy to dismiss bad customer 
service and vow never to return to a 
particular store because of it. But what 
if you still are not sure if the service 
you got was good or bad? How will 
you ever know?
  We will know when we get our 
fi rst bill whether or not things were 
handled appropriately and if all issues 
were fi xed. My partner’s money is on 
things not being correct. If that ends 
up being the case, I will be the one 
spending more time on the phone 
with the company and possibly more 
time in the store, dealing with the 
associate.
  It could be at that point, that the 
“good” service I may have initially 
received is outweighed by the time 
spent in correcting mistakes, rendering 
it “bad” service. Or it could be that our 
fi rst bill will be correct, allowing me to 
relax and enjoy the good customer 
service I think I got and feel more 
comfortable about possibly returning 
to the store. In the meantime, at least I 
have my new phone to play with.
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