CUSTOMER SERVICE VERSUS CUSTOMER ENGAGEMENT 


Customer Service is a function of how well an organization is able to constantly and consistently exceed the needs of the customer, while customer engagement is a means in which a company creates a relationship with its customer base to foster brand loyalty and awareness. 
Many facilities have focused on customer service while their competition focuses on customer engagement.  The difference between customer service and customer engagement is similar to the difference between being polite and being interested.   When you first meet someone, being polite means that you say hello, shake their hand, and smile.  Being interested in the person you just met involves engaging them in conversation, listening to what they have to say, considering that information, and responding in a relevant way.
In order to successfully compete in today’s long term care world, you must improve your customer service so the outcome is customer engagement.  When your residents and their significant others are “engaged” they will market for you.  If you have good customer service a resident or their significant other, when asked, most likely will give you a good reference.   While if you have good customer engagement the resident or their significant others will praise your facility without being asked.  
Ultimately, the goal is to build “Super-Fans” of your residents and their family. Just like when you have a “positive experience” at a restaurant or a service center, you want to tell others about it; your super-fans will always support you, give great reviews, and refer you to others. 
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