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Monitoring and evaluating
customer service may
show that improvements
are required in product or
service quality or reliability.

A common method of
increasing sales turnover s
to persuade the customer
to buy ‘add-ons’ — such as
satnav in a new car. You
will learn more about this if
you studly option unit 7,
Personal Selling.

)

Organisational
improvements are
improvements that affect the
way the organisation
operates and are decided by
senior managers.

Keeping staff If staff turnover is increasing then action needs to be taken
because losing good, experienced staff costs money. This is because it is
expensive to recruit and train new staff. Organisational improvements
need to be targeted at improving areas where staff are dissatisfied. These
may range from salary levels to lack of training or promotion
opportunities.

Attracting new customers This will normally be the task of sales and
marketing staff; however, advertising and promotional campaigns cost
money and it will be up to senior managers to decide how much to
spend.

Increasing sales turnover It is normally cheaper to persuade existing
customers to return or to spend more than it is to attract new customers.
This is why many organisations operate loyalty schemes or offer rewards
in the form of vouchers or points that can be traded for free goods.
Identifying the potential for increasing sales will again normally be the
task of marketing staff.

Complying with legal obligations The Royal Mail was fined by Postcomm
in 2006 for being in ‘serious breach’ of its licence to deliver mail. This is
because the terms of its licence require it to take security measures to
prevent mail being lost or stolen. All businesses have to comply with the
laws of the land as well as the specific regulations that relate to their type
of business. Failure to do so can result in serious penalties as the Royal
Mail discovered.

AS a group, suggest the main types of laws with which all businesses have
to comply. Then turn to Unit 9, page 375, to see if you were right.
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Improvements for employees

All businesses are keen to retain hard-working employees and this is
more likely if staff enjoy working for the organisation and feel they are
valued and treated fairly. This increases motivation, as you saw in Unit 1
(page 33). Improvements may be required in two main areas.

Job satisfaction A famous study carried out by Frederick Herzberg
concluded that the main factors that contribute to job satisfaction are as
follows:

interesting work
having responsibility

being praised for doing a good job

[
[
|
B being able to achieve something personally
B personal growth and learning new skills

|

opportunities for advancement, such as training to learn new skills
and promotion within the organisation.

Working environment This relates to the physical environment and the
‘atmosphere’ of the workplace. Most employees would reasonably expect
good lighting and ventilation, modern furnishings and equipment,
adjustable heating, a lack of noise and will work better if there is a restful
colour scheme. They will expect all their legal rights to be met and not
to be discriminated against, bullied or victimised in any way. You will
learn more about this if you study option unit 5, People in
Organisations.

Many organisations hold appraisal or personal development interviews with
staff (see also page 223). Check if any group members have experienced
these and what happened. Then discuss their role in identifying individual
staff concerns and bringing about improvements.

Job satisfaction is positive
feelings related to the job and
the workplace.

Employee improvements
may be needed to
promote job satisfaction
if staff are bored or feel
unappreciated. However,
the working environment
is important, as well as
salary levels.

View 2: Using mystery

customers is a good idea.
If staff are doing their jobs
properly, they have nothing
to fear.

With which viewpoint do
you agree — and why?
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1 Describe three ways in which each of the
following organisations could monitor its
customer service. In each case give a reason
for your choice.

a) A large supermarket

b) An estate agent

¢) An educational publisher, such as
Heinemann

d) A health centre

2 Jon and Jake started their own car valeting
service last year. They found that Business
Link, which advises entrepreneurs,
recommends checking the following
information regularly:

B sales renewal rates

B the number of queries or complaints about
the product or service

B the number of complaints about staff

B the number of damaged or faulty goods
returned

B average time to fulfil an order

B the number of contacts with a customer
each month

B the volume of marketing material sent out
and the responses.

AS a group, suggest how they could apply this
aavice to their business and how each type of
information would help them to evaluate their
customer service.

3 Computer software can be used to capture
and evaluate customer feedback so that
managers can respond quickly. Find out more
at sites such as www.crtsolutions.co.uk and
www.respond-uk.co.uk/about. Choose a case
study on each of these sites and identify the
benefits the business says it has gained as a
result.

4 [dentify the ways in which your school or
college obtains feedback from all its
customers, as well as its staff. Then find out
how it evaluates this.

Work in groups to decide how obtaining and
evaluating this can benefit the students, the
school or college itself, and the staff. Then
compare your ideas.

Assessment practice

Richer Sounds, the high street hi-fi and electrical retailer,
believes customer satisfaction is a more important
measure of its business success than profits. It believes
that it offers a customer friendly environment and that its
employees — which it refers to as ‘colleagues’ — are
smart, well informed and friendly. However, it regularly
checks that it is right by asking both customers and
colleagues for their opinions and employing mystery
shoppers to visit and phone its stores.

All customers are given a till questionnaire when they
make a purchase and asked to complete and return it to
the Freepost address printed on the other side. To
encourage customers to do this, every month 50 replies
are picked at random and the senders receive £20 in

vouchers. Customers can also complete ‘We're
listening” comment cards in store to give feedback.

Every month the responses are analysed to see what
action should be taken or improvements made as a
result. These have included introducing a queuing
system for busy times and improving phone answering
times.

The information is also used to compile a Customer
Service Index (CSI) which analyses each sales
assistant’s personal customer performance that month.
The CSlI also takes into account any positive and
negative letters and ‘we’re listening’ cards received.
Staff who receive ‘excellent’ and ‘very good’ feedback
are rewarded with £3 bonus for each excellent and

continued »



£1 bonus for a very good. No rewards are given for
‘good’ feedback because this is the expected minimum
standard. A special reward is given to anyone who is
consistently highly ranked.

Stores, too, are awarded points on their performance
based on information from returned customer
questionnaires, mystery shopper visits and phone calls,
staff suggestions and store visits. Points are lost for
‘avoidable’ complaints — like poor service — but not for
‘unavoidable’ ones which staff cannot control, like lack of
car parking. The top stores also win prizes, depending
upon their ranking.

To check that colleagues are happy too, Richer Sounds
issues an annual Colleague Attitude Survey to find out
their opinions. It also encourages contributions through
its staff suggestion scheme and its ‘listening sessions’
when managers and colleagues talk about their ideas for
their store and the company as a whole, as well as any
concerns they may have. Good ideas the business has
adopted have included installing bells at the doorways
for disabled customers and redesigning the catalogues.
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1(P) a) Describe how the views of staff and customers
are monitored by Richer Sounds.

b) Suggest three types of business information
Richer Sounds could check to evaluate its
customer service feedback and the trends it
would want to see. (P4)

2(M) Explain how monitoring and evaluating has
improved customer service for Richer Sounds
itself, its customers and employees. (M3)

3(D) Analyse how providing effective customer service
benefits Richer Sounds’ customers, its employees
and the organisation itself. (D2)

4(D) Practice the customer service skills you would
need to demonstrate if you wre working at Richer
Sounds. Work in pairs and decide the likely needs
and expectations of three different customers who
might visit a store. Then take turns to demonstrate
your skills in a role play where one of you takes the
part of a customer and the other then part of the
sales person. (D1 part)

A full explanation includes details, reasons and evidence to support the

argument you are making.

Your analysis should look at the different factors involved and the effect each
of these has. You may find it helpful to think about what might happen if a

factor was absent.
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Key to quiz on pages 70-71
Only ‘b’ answers earn a mark in this quiz. All other responses are
likely to alienate or annoy a customer or colleague!

If you scored 9 or 10 then congratulations! You have the right
attitude and approach for dealing with your customers.

If you scored 6-8 then you are on the right track but still have some
work to do.

If you scored 5 or less then you are seriously out of step with your
customers’ needs.





