2.   Executive summary

Customer satisfaction is a key issue and the highest priority of any business. This report will describe a situation in which customer service failed to meet expectations and consider why this situation arose.   It will make recommendations for a training programme to improve the attitude and performance of frontline staff. 

3.   Description of the problem 

I worked as a sales assistant for a medium-sized retailer.   If customers were dissatisfied with their purchases, it was the manager would decide whether to provide them with a refund. On one occasion, when the manager was out, a customer approached my colleague, who had little experience in dealing with complaints.   I realised there was a problem when he became angry. He wanted to return a jumper that had shrunk in the wash, but was told he could not exchange the garment or have a refund, since he had not followed the washing instructions.   This was probably true, but the manager later explained that in such cases, especially with regular customers, it was better for the business to agree to a refund and keep the customer happy.   Unfortunately, my colleague did not handle the situation well; there was an ugly public scene in the shop and we lost a good customer.   

4.   Analysis of the problem 

Customer satisfaction is crucial to any business. When the customer purchases a product or service, it

is assumed that the product will work correctly and be in excellent condition, or that the service received will be as promised. Ideally, the customer will be satisfied and there will be no complaints. However, when something does go wrong, it is very important that staff know how to handle the situation.   Return or exchange is not always satisfactory – the problem may need to be handled with sensitivity and tact and the customer may require an apology or even compensation.

In the straightforward example above, it was probably not just the refusal of the salesperson to provide exchange or refund, but also his manner and attitude that angered the customer.   Unfortunately, the quality of complaint handling undertaken by front-line staff is frequently very poor.   In this situation training and development should be seen as essential.   The manager of the retail business clearly preferred to deal with difficult situations himself, but he should have been more aware of the training needs of his staff. A good manager should monitor performance and assess the future potential of employees, always helping them to develop new skills.   If they are to solve the customer’s problem in a satisfactory way, staff need to be able to act quickly and with extreme courtesy.   In order to give the best response, they have to be well-trained.   

Complaints should be viewed in a positive light.   They

provide businesses with an opportunity to correct problems.   In addition, they provide constructive ideas for improving products, upgrading services and modifying promotional material and product information.   While occasional problems with service or merchandise are, to some extent, inevitable, dissatisfied customers are not.   Companies can learn to recover from mistakes. A good recovery can turn angry, frustrated customers into loyal ones.   Recognizing the importance of responding fairly and efficiently to buyer disappointment in the marketplace, many businesses have established effective and innovative systems for resolving consumer complaints. Within any industry, those companies with a positive philosophy and a reputation for fair complaint-management have a competitive edge.   A management philosophy that embraces customer satisfaction as a primary goal of business, instead of defending the company in the face of complaints, can change the rules of the game and achieve real success.

4. Recommendations:

In order to improve customer service, it is necessary for a company to increase the capacity of its staff to perform through training.   Training programmes should be devised to provide staff with assignments introducing new skills, more responsibility, and improved work processes.   A number of training and development methods could be applied to achieve improvements in customer

complaint   handling.   The following procedures are recommended:
• Performance appraisal
Regular performance appraisals should be conducted. These should a positive experience, facilitating communication between employee and manager strengthening motivation, raising self-esteem and contributing to the overall welfare of the organization.   The benefits to be gained from a proper evaluation system far outweigh the time and effort required to develop, implement and maintain the process, which should be promoted as a key management activity.

• Coaching
While all staff members on the front-line will have the same job description, the shop floor manager should have greater knowledge and more experience. He could help staff members by coaching them. Newcomers, in particular, need help and support and should be led through this process by more experienced staff or management.   

• Job rotation
It is important to rotate jobs in order to allow less qualified employees to gain more insight into processes of the company and to enable more experienced staff to take on more responsibility.   Encouraging the staff to work within each others’ areas provides more flexibility and improves the skills of the team as a whole. This enables staff to share their experiences and provides them with alternative ways of dealing with customer complaints. 

• Action learning
In order to improve performance

we could apply an educational process called action learning.   This involves small groups of people reflecting on complaint-handling situations they have experienced and sharing ideas. This could involve role play, which is particularly useful in customer service training. 

• In-house courses
As part of a wider training programme, courses could be arranged in-house. If done within the company’s timetable this makes it possible to avoid staff shortages. 

• Distance learning
This is suitable for more ambitious, highly motivated staff and would require strong commitment. 

Following these recommendations would encourage initiative and strengthen job-related skills and competencies, helping employees to deal with customers and keep up with changes in the workplace.   

a) Information:
Further information’s about HR should be found on website
http://www.cipd.co.uk/default.cipd
This website was accessed on 1 Jul 11. The CIPD, Chartered Institute of Personnel and Development, is the website of the professional body for people involved in the management and development of people.   It has information regarding training and development as well as wider HRM functions.   I found this site useful due to the wealth of knowledge available, and because it was easy to navigate and uses simple English rather than being full of terminology that only HRM professionals can understand
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