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Shifting Focus to our Customer’s Customer

Customer Facing Focus
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The Value of an Online Customer Service Solution

Session Title

What Does that really mean?

What are we going to be talking about?

The Psychology of Waiting

and the Impact on Customer service
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Sigmund Freud
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Ivan Pavlov
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Credit

David Maister is the author of Managing the Professional 

Service Firm (1993), True Professionalism (1997), The 

Trusted Advisor (2000) (coauthor), Practice What You 

Preach (2001) and First Among Equals (2002) (coauthor.) 
Prior to launching his (solo but global) consulting practice in 
1985, he served as a professor at the Harvard Business School. 

The Psychology of Waiting Lines
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Humans are hardwired to 
hate waiting. It’s torture.
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“Waiting is frustrating, demoralizing, 
agonizing, aggravating, annoying, time 
consuming and incredibly expensive.” 



We overestimate the time 
spent waiting in lines by a 
whopping 36 percent!

*MIT researcher Richard Larson 



In hospitals, timeliness of 
care has a strong correlation 
to patient satisfaction.



Delay is often the most 
important factor influencing 
restaurant evaluation.



Culture of Impatience and 
Instant Gratification

Your life blood, students, are now attached at the hip to 
their mobile device(s) and expect instant information 
and updates just like they get from SnapChat and 
Instagram…



www.Assetworks.com/IWMS

© 2018 AssetWorks LLC. Proprietary and Confidential.

The Value of an Online Customer Service Solution
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The Value of an Online Customer Service Solution

1. Notify your customers you have received 
their request and update them on any 
change to their request

https://www.assetworks.com/IWMS


We harbor an innate fear of being 
forgotten while we wait.

Consistent updates provide a sense of a “moving forward”, and reassure 
them that their request has not been forgotten.
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The Value of an Online Customer Service Solution

When we know we’re cared for, we relax and 
trust the process.
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This psychological trigger is why we feel antsy during our 15-minute
wait for a seat at the Japanese steakhouse, yet we’re perfectly
comfortable relaxing as we watch the chef prepare our food for 30
minutes. When we know we’re cared for, we relax and trust the process.
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www.Assetworks.com/IWMS

© 2018 AssetWorks LLC. Proprietary and Confidential.

The Value of an Online Customer Service Solution

2. Build trust with your customers that they 
are receiving a fair turn.

https://www.assetworks.com/IWMS


There’s something that appeals to our 
sense of fairness that requires an orderly 
process for “our turn.”
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This is why road rage 
sets in when we’re cut 
off in traffic or 
someone jumps ahead 
of us in line. 

Customers need 
reassurance that their 
request has been 
processed, and they will 
receive attention within 
fair timing.

https://www.assetworks.com/IWMS
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The Value of an Online Customer Service Solution

Customers feel slighted when they see 
others receiving attention while they’re still 
waiting their turn.

https://www.assetworks.com/IWMS
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The Value of an Online Customer Service Solution

Even if there’s a good reason, (e.g., waiting for parts on 
backorder, emergency weather, or safety hazards), They 
feel as though they’ve been overlooked or skipped 
when others receive service ahead of them.

https://www.assetworks.com/IWMS


It is critical to communicate 
with customers every step of 
the way.
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The Value of an Online Customer Service Solution

Establish a deliberate policy of regular 
contact with your customers and satisfaction 
will climb.

https://www.assetworks.com/IWMS
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ER patients like to be checked in with every 20 - 30 minutes 
while they wait (Keep your customers regularly informed -

even if there’s no new news)

https://www.assetworks.com/IWMS
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The Value of an Online Customer Service Solution

3. Provide approximate wait times

https://www.assetworks.com/IWMS


Uncertain wait times are perceived 
as longer than known wait times.



Take a cue from the Magic Kingdom
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People are willing to wait 
patiently when the period 
of time is a known 
quantity.

Disney:
• Tells you expected wait times up front
• Entertains you while you are in line with 

tactics like strategically-placed videos or 
characters in costume

• Estimates a 45 minute wait when they 
know it’ll be closer to 30 minutes

https://www.assetworks.com/IWMS


“Boredom results from being 
attentive to the passage of time”

~ William James
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The Value of an Online Customer Service Solution

4. Provide explanation for delays

https://www.assetworks.com/IWMS


Unexplained waits seem longer than 
explained waits.



This is why pilots will announce the 
reason for delayed takeoff or delayed 
arrival. 

Passengers have no power over the 
number of planes ahead of them for 
takeoff or the directions given by air 
traffic controllers to the crew. 

However, they feel appeased knowing 
why they’ll be 45 minutes late landing 
in Phoenix.





By properly handling the psychological 
aspects of a wait, you can keep customers 
happy in the face of delays. 
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The Value of an Online Customer Service Solution

“Often the psychology of queuing is more 
important than the statistics of the wait itself.” 

- Richard Larson
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So What



Communication is the 
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The AssetWorks Integrated Workplace Management System
The complete end-to-end solution for the public sector
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Request Special Interest Group Members

Auburn University Caltech Florida State University

UMASS Medical School North Carolina State University Portland State University

George Washington University South Dakota State University University of San Francisco
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Designed to be Branded for your organization with your logo/seal and style
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Responsive Design so it works on any device – Desktop, Laptop, Tablet or Phone
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Vendor Access
and Invoicing

Space Management

ReADY
Request

ReADY
Space

ReADY
Vendor

is a product line, it doesn’t just end with ReADY Request.
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Thank You!
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