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It’s not a customer’s job to be heard –
it’s our job to hear them- that’s what
creates outstanding customer service.
The quality of a brand’s customer
service is measured by putting
customers first, listening to your
customers and continually providing the
level of service they’ve come to expect
from you.

At CenturyLink, the consumer and small
business brand of Lumen
Technologies, we’ve long relied on a
customer-first approach. We have some
of the best, most caring customer service people in the industry. Customers aren’t just saying
“hear me.” They are saying “know me.” And our dedicated customer care people do just that.

Our customer-first approach resonates with our customers, and we are seeing more evidence of
this by our recent recognition as the No.1 brand in Newsweek’s 2021 list of America’s Best
Customer Service in the category of “Online Services and Digital Products, Internet Service
Providers (ISP).” CenturyLink is one of only three ISPs listed in this year’s list.

CenturyLink’s recognition by Newsweek is based on an independent survey of more than 25,000
U.S. customers who have either made purchases, used services, or gathered information about
products or services over the past three years. The survey focused on our business to customer
home ISP product service.

The survey participants ranked CenturyLink based on their willingness to recommend us to
friends or family, as well as assessing CenturyLink in the following areas:

Quality of communications

Measures whether the contact (via e-mail, telephone or face-to-face) was friendly or

https://news.lumen.com/home
https://www.newsweek.com/americas-best-customer-service-2021


polite.

Professional competence

Measures the quality of information received and whether questions were answered
correctly and in sufficient detail.

Range of services

Measures the variety of solutions available to fulfill one's personal expectations.

Customer focus

Measures whether the customer feels acknowledged and important.

Accessibility

Measures the availability of customer service in a shop or on a helpline.

CenturyLink’s Customer-first Approach

Our customer-first approach means we’re constantly thinking of our customers’ challenges,
needs and goals. We’re focused on communicating, being responsive, keeping our promises, and
making it easy for our customers to get the service they deserve throughout their entire journey
with us.

This recognition reinforces our strong heritage and reputation as a company that provides
amazing customer service, in addition to remaining a trusted brand for residential and small
business customers over our highly reliable and secure networks.

Through connectivity, reliability, and productivity, CenturyLink — as well as the entire Lumen
family of brands — remains committed to a customer-first experience.

This content is provided for informational purposes only and may require additional research and substantiation by the end user. In addition, the information is

provided "as is" without any warranty or condition of any kind, either express or implied. Use of this information is at the end user's own risk. CenturyLink does

not warrant that the information will meet the end user's requirements or that the implementation or usage of this information will result in the desired

outcome of the end user. ©2020 CenturyLink. All Rights Reserved.

 

AUTHOR

Maxine Moreau is President of Lumen’s Mass Markets division. She brings more than 30 years of
experience to her role, which includes all aspects of the company’s consumer and small business
strategy, go-to-market and customer experience.



� � � � � �

https://news.lumen.com/customer-recognition

https://www.facebook.com/sharer/sharer.php?u=https%3A%2F%2Fnews.lumen.com%2Findex.php%3Fs%3D34172%26item%3D30629
https://www.linkedin.com/shareArticle?mini=true&url=https%3A%2F%2Fnews.lumen.com%2Findex.php%3Fs%3D34172%26item%3D30629
https://twitter.com/share?url=https%3A%2F%2Fnews.lumen.com%2Findex.php%3Fs%3D34172%26item%3D30629
https://news.lumen.com/customer-recognition?forPDF=1&asPDF=1
https://news.lumen.com/rss?rsspage=34172
https://news.lumen.com/customer-recognition

	When customers recognize your customer-first approach
	CenturyLink’s Customer-first Approach


