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M3.08 MANAGING CUSTOMER SERVICE. 


Basic customer service. 

1.1 xxx is a premier electronics’ repair company operating in the domestic TV and audio market, known as brown goods. Trading for over twenty seven years we have established ourselves with most of the leading manufacturers, retailers and warranty companies in the market place. 
Customer service is an important part of our business; we strive to maintain a high standard across the entire workforce of seventeen. Legislation has played a major role in how we adapt and manager the public’s and clients expectations. Procedures have been adopted to cope with the Sale of Goods Act 1979, The Supply of Goods and Services Act 1982, more recently the WEEE Directive and Duty of Care have been introduced within an environment context. 
The Sale of Goods Act 1979 stipulates that goods that are sold must be as described, of satisfactory quality and fit for purpose. As we are neither a retailer nor the manufacturer we are not involved in the way in which the goods are described, but are often involved in offering a service to them to ensure the goods are fit for purpose once we have completed a repair. 
Where we have more responsibility is under The Supply of Goods and Services Act 1982. Whether the customer is a member of the general public or a contract client we are committed and obliged to offer a level of service. Goods and Services must conform to set standards, charges must be reasonable and timescale should not be unreasonable. We further support the guidelines in this Act with documented standards that we aim to achieve. Stringent timescales reflect our own service level agreements (SLA) as does the manner in which we keep customers informed. 
The latest major requirement to affect our industry is the environment policy known as the WEEE Directive. Although this Directive primarily focuses on manufacturers, retailers and importers, there are some significant implications that cross between this Directive and companies Duty of Care obligations. Duty of Care offers no more protection than common law but it does lay down what is acceptable or reasonable, out clearly. Within our industry we generate electronic waste, some of which is classified as hazardous, we have a Duty of Care to dispose of this waste in line with the law. We are unable to put some of this waste directly in to the normal council waste stream. Hazardous waste needs to be recorded, depending on how much you generate, and transferred to a licensed agent who will process the dangerous waste stream in line with his permitted process. Full audits should be sought. 

1.2 xxx, in addition to managing the legal obligations of the land, also have several commitments that we make to our customers both private and commercial; these are our service level agreements or charters. We try, where possible to align all of these commitments on to a standard platform. This translates through the company and should a client wish that we respond to a customer within forty eight hours of a call being received, we amend, where possible, our entire ethos and adopt this new timescale as the normal, thus constantly increasing our level of service to customers. An example of the principle was adopted when one client expected 90% of telephone calls to be answered within 15 seconds. We carried out an appraisal, decided that the expectations were achievable and introduced this standard across all contracts. We further reviewed how often we were updating customers on the progress of their job. So not to over promise and under deliver we consulted some customers and looked at our own internal system to establish what was a deliverable service, that was then introduced as part of our charter for both private and commercial customers. These are a few of the commitments that we make to our customers. 
1.3 The manger’s responsibilities in relation to customer service are to ensure that all staff are well versed in every aspect of companies’ procedures. They should be equipped with the resources to ensure that the staff have adequate training and resources to deliver the standard of service the customer expects and deserves. The manager’s duties are broad and varied; this is why we adopt procedures within our organisation. Reports are generated to assist in monitoring our standards and by focusing on any short comings we are able to introduce refinements and training to achieve our targets. Although the majority of our customer services charter is aimed at the reception staff we have to monitor the field engineers closely as they are the first people that customers see face to face, in most circumstances. We monitor van cleanliness to the tidiness of their tool boxes, from appearance to competence, all these aspects play a large part in customers’ expectations, which could be dented if any one of the many factors does not fall into place. 
Should we receive a complaint then the Manager will decide who takes ownership of the problem. This task of delegation depends on how serious the complaint is. Either way there is a documented process for how we manage the situation and ultimately the customer, whether this customer is an individual or a large contractor or manufacturer. 

Caring for the customer. 

2.1 
Internal Customer | External Customer | 
| | 
Management | General Public | 
Receptionist | Retailers | 
Engineers | Contractors | 
Drivers | Clients | 
Accounts | Manufacturers | 

As shown in the above table we are an organisation with both internal and external customers. The external customers are the normal ones you would expect most businesses to have a relationship with. Our internal customers are individual staff members, although best looked at as a team. All are entities in their own right. Like cogs in a machine we are dependent on each other to run smoothly. If management don’t secure contracts the phone wont ring, if engineers do not complete repairs then drivers have nothing to deliver. Communicating all these intertwining strands of information is done via regular meetings and memos’, making sure everyone knows and understands their importance in the machine. Rewards and bonuses paid reflect on how smoothly the wheels turn. 
Many other aspects of our internal customers now have to be managed. We have more responsibility with regards to Health & Safety, deployment of staff in alternative roles, disability requirements, number of permitted hours staff can work and wage structures are but a few of the hurdles that confront the smooth running of an operation. 
2.2 Over the years our service standards and procedures have been moulded by customers and client’s demands. From early on in business we would answer the phone politely which has now developed into a more structured and formal greeting that the staff recite, indicating who we are and how can we be of help. The enquiry is then processed in line with our standard policies. We would indicate to the customer when they can expect an appointment, what time scale the repair may take and key statuses on which they will be updated. All these and others packaged together start to form our standard service level agreement and from these we can monitor certain key performance indicators (KPI) to see how we measure up. 
2.3 By constantly monitoring a selection of key indicators we are able to react to ongoing situations. Visual monitoring tools, or dashboards as they are sometimes known, are one of the ways we can obtain a snap shoot of our workload and where we need to focus our efforts on. 

(Example of a dashboard monitoring numerous activities) 
2.4 By monitoring our standards we can gauge how we are performing in a number of areas. We further breakdown these reports to determine which area we need to concentrate on to improve our overall standard. 
An example of this could be on how efficiently we answer the phone or how often we update a customer on the progress of their repair. 
For phone answering a member of staff will monitor twenty calls during the course of a day cataloguing the time of day, the number of staff on duty and how long it takes to answer a call. By reviewing this data we can establish if we are hitting our targets and could we do better, if so how do we achieve this. We have always hit our KPI in this arena but by doing this exercise we pushed the expectation figure higher. We invested in additional part time staff to cover the peak traffic times and then used their spare time to improve other aspects of customer updating, resulting in a more efficient system. 
We could further examine the Samsung Rhubarb report which goes in to great detail as to how one service agent compares to another. By analysing this key data we are able to refine our systems and improve our standards. 
Customer satisfaction is normally enhanced when they receive great customer service; this in turn generates more or repeat business which offers our company and staff security and stability.

