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| once read, "Service encounters are moments of truth." The mistake many companies make is not
realizing that these moments of truth arise out of both internal and external service encounters.
Internal staff encounters exemplify a company's service philosophy. Each time a staff member is
disregarded or goes unacknowledged, a message of unimportance is sent. Often this message
results in the staff member exhibiting a lack of interest or caring about how customers are served.
This apathetic behavior leads to staff members questioning the importance of their role in the
company. Feeling unimportant can lead to the question no staff member should ever need to ask,
"Why should | care?"
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