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This issue’s topic is “Consistency”
 Welcome to the fifth issue of the Cresita Newsletter, in this publication I will cover a variety of topics in the industries in which I consult including associations, certifying agencies, wine, food as well as for and not-for profit entities. My goal is to publish the newsletter monthly, usually around the middle of each month.
We will cover multiple topics throughout the year, but the meaning of the term “consistency”  was on my mind this month. 
Sign-up and save. If you subscribe to our newsletter via the Cresita LLC website at www.cresitallc.com we will discount your first purchase by 10% off of our list prices.
 Consistency is key whether you're delivering a product or service. Your customers expect that the product or the service you provide will be the same each time they use or experience it.
 This is particularly true if you're providing a product, the product not only needs to be consistent but the service in support of that product should be consistent as well.  An inconsistent product or service can send a very negative signal to potential or current customers. 
An inconsistent product or service raises many questions in the mind of the consumer, not the least of which includes whether there is proper oversight of the process by management or ownership.
 Another unintended message of an inconsistent product or service is a question about what the focus of the organization truly is. Does the company or organization exist to provide, not only a consistent but a superior product or service experience? Or does it exist to sell units?
 While I'm a firm believer in making a business profitable, profitability should not be at the expense of sacrificing repeat customer purchases or current customers sharing a negative experience about your product and service.
Consistency starts with strong internal communication about the goals and objectives of the organization. One group I worked with would share with me that they felt that people would call the organization with questions hopeful of  getting a different answer from someone else. Some strategies to improve consistency include:
· A FAQ page, which can live on the organization’s website, can help address common questions with a consistent answer, this can also create staff efficiencies and consistency when receiving that question.
· Staff discussions about frequently asked questions (FAQs) can power AI to provide answers through chat bot features that are often available to businesses today.
·  The staff discussions can also facilitate learning about the various pain points that customers might experience.  Through these discussions and shared learning, the staff of the organization can help develop solutions that improve customer service or improve the product.
· Through these discussions staff can often identify issues that serve as signals of change that could eventually impact their industry and more directly their product and or service.
· Log all your questions, you do not need a special computer program, as word processing or spreadsheet software can work just fine.
· Schedule meetings to talk about customer service on a regular basis.
· Secret shop yourself to gather data on the experience.
The previous three bullet points are low or no cost ways to improve consistency.
The frontline customer service staff is a critical source of information for the company, organization or business because they get close to the customer. If you are a manager, activities to collect information from the customer service staff can be very empowering to them.
Don't forget that every interaction with a customer is an opportunity to gather information. Having staff who attend various trade events document their experiences as well as recording questions they receive can also add to your database of various customer issues and help you along the way in developing a consistent approach to product development and customer service.
So, before you shell out money for the next customer focus group or survey, remember that sometimes we have more of an abundance of resources than we might initially think. Also don’t forget that consistency, by definition, is something we do every day. So, the survey or focus group really should be part of an ongoing process to gather information.
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