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Listening to customers and dealing with the?r questions helps a
business to provide effective customer service.

been using market research since the late 1980s. It regularly

interviews customers on a route by route basis. It also
interviews people who make the same journey by car
instead of bus to find out why they are not using the bus. It
Was market research that highlighted the four main
requirements that its customers had.

Dealing with complaints How a business deals with
complaints is very important for repeat business. If customers
have a complaint and do not feel that it has been dealt with
Properly, then they may not buy again. Customers must feel
they have been fairly treated. The customer may not always be
right but they have to feel that they have been treated
properly and have been listened to by the business. Good
customer service involves trying to find solutions to problems
that satisfy customers and are affordable for the business,

Staff training Only properly trained staff can deliver a
quality product. Training is essential for every aspect of a
business. Staff at trent barton receive regular training. For
example, bus drivers are trained to deal with customers who
are using the bus for the ﬁrst‘ time. The quality of this first
time experience is often crucial for repeat pu1:Chases. If the
first time experience is good, the customer will be tempted to

use the bus again.
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passengers. The bus driver is the main point of contact
between the company and its customers. If bus drivers are
friendly and helpful, this goes beyond what many bus
customers expect.

The disadvantages of poor customer

service

Poor customer service will almost inevitably hit sales.
Customers will find substitute, competing products to buy.
Bus companies which provide poor customer service, for
example, find that travellers switch either to rival bus
companies or rail or to the car. Repeat purchases are lower
than they would be if customer service were good. Lower
sales means lower profits. So providing a poor level of service
can hit a business hard. If competitors are providing good
customer service, it could even force a business to close down
as it loses sales. At its most extreme, the very survival of a
business depends on its level of customer service.

Source: information from http://www.trentbarton.co.uk.
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1. Asda is a large supermarket chain. Whiph one of the
us. It following would be an example of effective customer

service for this company?

A Being the largest supermarket chain in the UK
B Being the most profitable supermarket chain in the UK
: | C Having the most customers of all supermarket chains

stomers in the UK

t with D Offering the largest range of products of all the

15t feel | supermarket chains in the UK | 1
lways be | |

| Select one answer.

'O(;d : 2. Companies that provide effective customer service are likely}
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1€SS. | {
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gvil:?;l;;o;(e!s I a chain of hotels in the South of England. It
e ges ;nncentral London. Over the past few years, its
HS i ﬁrmps Tn;ent has worked hard to win contracts from
e Irms. The marketing department has emphasised the
goo ocat.lons of the hotels and the cheap prices. As a result,
US travel firms have placed a large number of bookings with ;
Pelstone, helping to fill the hotels.
: However, American visitors to England have not been
|mpres§ed with their stays at Pelstone Hotels. The hotel chain
has gained a reputation for poor customer service. Hotel rooms
too often have equipment such as kettles or bedside lights that
do not work. The cleaning of rooms and bathrooms is often
poor. The quality of food served at breakfast is well below the
standard that Americans expect. Hotel staff are too often
unhelpful. The hotels also seem to employ too few staff to cope
with the number of people staying the night.

This year, bookings at Pelstone Hotels have fallen
dramatically. The whole hotel industry has been badly affected
by the worldwide recession. Fewer British tourists are taking a
holiday or weekend break because they cannot afford it. ‘!’hg
number of US visitors has also dropped because the USAis in
recession. However, Pelstone Hotels has suffered a rpuch
larger drop in the number of overnight stays than the industry
average. US travel firms are booking their clnepts into other :
hotels. They are taking advantage of the drop in prices for hote

rooms across the UK hotel industry.

10 Effective customer service

1. Explain, using Pelstone Hotels as an example, what is meant
by ‘poor customer service. (3)

2. Assess two ways in which poor customer service might
affect Pelstone Hotels. (8)

3. Do you think that improving customer service wquld bring
back American visitors to Pelstone Hotels? Justify your

answer. (8) ;
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Objectives

@ Understand the meaning of the term
‘customer service’.

[ ] Understand that effective customer
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company in the UK. It employs nearly 1,000 people in various parts of
namshire. It has a fleet of around 270 modern buses that run on a network of
| service it provides to customers and is continually looking at ways in which it

Providing customers with excellent service
Successful companies are ones that provide customers with the products and
service levels they want. Customer service refers to the methods a business uses
to enhance or improve the experience that a customer has in using the goods or
services of the business. It is a way in which the business builds a relationship
with the customer that creates trust and loyalty. Satisfied customers will keep
coming back to the company to buy more products. They will also tell their
friends and family about the products. Word about good customer products and
services spreads without the need for any paid advertising.
e A number of factors contribute to excellent products and service.

Meeting the needs of customers Customers will buy a product if it meets their
needs. So getting the product right is essential for the success of any business.
_/  trent barton has found from market research that its customers look for four main
characteristics in a bus service. These are reliability, friendliness, a clean bus
interior and comfort. Less important are accessibility, convenience of stops,
information and price. trent barton works hard to provide its customers with a bus
service that satisfies these needs. For example, all buses are intensively cleaned
1S overnight at their depots. However, in addition, buses are also cleaned during the

— d'a}_/. Cleane.:rs are stationed at major departure points to sweep out the buses and
ita finish off with an aerosol spray.

Quality In business,
trent barton does eve
quality, it has one of
industry. Tt invests i

ner

quglity is meeting a standard that satisfies customer needs.
tything possible to achieve a quality service. To achieve

the highest levels of investment per £ of sales in the bus
n new buses, extensive staff training and customer care.
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sure you think carefully about the needs
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when you write anything about effective
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On time service Getting a product to the customer when they want it will
encourage repeat purchases. For trent barton, having a bus turn up at the bus stop
on time and completing the journey on time is one of the four most important
priorities for customers. trent barton regularly reviews its bus timetables to make
sure this happens. The main problem it faces with reliability is traffic congestion,
particularly at the rush hour. Sometimes it will add an extra bus to a route to deal
with this problem. In some cases, it has reduced the number of times the bus stops
because each stop increases the journey time. However, trent barton recognises that
reliability during the rush hour is too often out of its control. This is the reason why
it would like to see the government take action to reduce the use of cars and
stagger working hours. Some aspects of customer service, therefore, are out of the
hands of the business but many are something that businesses can control.

Innovation Businesses must innovate to stay ahead of the competition. This is

true even if the product being sold was first developed a long time ago. For s
example, although Coca Cola first came onto the market in 1886, Coca Cola the a
company is continually working to bring out new variants of the drink. Coca Cola <
has also diversified into producing a range of soft drinks. trent barton is continually g:
innovating too. It has invested heavily in new buses. This means that all its buses Te
now have low floors for easy-access to all passengers. Over the years, trent barton i
has introduced new services where it saw a customer need. For example, in 2008, it o
introduced a limited stop, fast service between Alreton and Derby called F1. It aims wi
to cater for shoppers who want to take advantage of shopping in the attractive cu
Westfield shopping centre in Derby, which had only just opened. \
Collaboration Businesses like trent barton operate in a competitive environment.
H9wever, sometimes there are opportunities for collaboration with other firms,
\G”Fh government agencies or with pressure groups that will improve what is p
0ng offgred to customers. For example, in the UK, bus companies have the Bl
baﬁ?}:‘:‘lf}’ to ne'gotiate Bus Quality Partnerships with local authori.ties. trent I
Councy) eg “egOtlfited Bus Quality Partnerships with Nottinghaméhlre County i
I erby City Council, Nottingham City Council and the Highways Agency. c
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Collaboration Businesses like trent barton operate in a competitive

¢ environment,
However, sometimes there are opportunities for collaboration with other firms

with government agencies or with pressure groups that will improve what is
being offered to customers. For example, in the UK, bus companies have the
opportunity to negotiate Bus Quality Partnerships with local authorities. trent
barton has negotiated Bus Quality Partnerships with Nottinghamshire County
Council, Derby City Council, Nottingham City Council and the Highways Agency.
In return for trent barton guaranteeing a certain level of service, the government
authorities provide investment funds for improvements. For example, the local
authorities working with trent barton paid for new bus shelters along particular
- routes. The Highways Agency paid for a bus lane to be constructed along the
busy A52 route. Local authorities have also funded real time electronic
information displays at bus shelters. These show when the next bus is due. The
information is based on the actual position of the next bus at that point in time.

All these things help to improve the customer experience and make it more likely
that passengers will use their services again.

Spotting problems Successful businesses are ones which can identify problems
as they arise and respond to them. Bus drivers are in the frontline of the service at
frent barton. They are often the first to notice problems. So trent barton listens to its
d“"?“‘ They take part in regular seminars, which take a detailed look at service
quality. Their ideas are taken into consideration when deciding how to resolve
Problems that arise. Those working with customers are often far better placed to

u
‘:ad erstand the problems and the possible solutions than managers. Management
Y not always see the problems and issues at first hand on a regular basis.

Yiia:
c:z:?,::é :;’acustomefs Any business that wants to provide products. that :
3¢, it g, e mPSt listen to them. If the business wants to expand its customtr
stalso listen to potential customers who at the moment are not buying l
ne way of listening is to conduct market research. trent barton has
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