Effective customer service 

Customer service – the experience that a customer gets when dealing with a business and the extent to which that experience meets and exceeds customer needs and expectations

Methods of achieving effective customer service 

1. Meeting the needs of customers – have to meet customer needs for specific product or service, e.g. bus travel – cleanliness, reliability and friendliness 

2. Quality – have to meet the standard that satisfies customers needs and expectations. 

3. On-time service – must get the product to the customer when they want it, serve people quickly, etc 
4. Innovation – must innovate to gain competitive advantage, e.g. new versions, new equipment, new services, etc 

5. Collaboration – working with the government, other firms o pressure groups to improve the service offered to customers, e.g. bus companies guarantee services if government helps funding for shelters, electronic timetables, etc 

6. Spotting problems – need to identify and work to solve problems as they arise, gain ideas from employees that have contact with customers/ are on shop floor. 

7. Listening to customers – current and potential customers, through market research

8. Dealing with complaints – must deal with complaints properly to achieve repeat business, customers must feel fairly treated and listened to, solve problem in an affordable manner. 

9. Staff training – all staff must be properly trained to ensure a quality product or service and so a god product trial, leading to further repeat purchases 

10. Going beyond what is expected – excellent customer service can be a major selling point and encourage repeat purchase, to achieve this must exceed customer expectations, e.g. getting to know regular clients, being extra helpful, etc 

Consequences

· Customer satisfaction 
· Loyalty 
· Repeat business 
· Recommendations 
· Need to pay for advertising 
· Added value 
· Brand image
· Sales 
· Prices able to charge 
· Quality
· Competitive advantage 
· Perceived value for money 

