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Customer satisfaction attributes to the feeling that results from activities which meet ones expectations. While customer satisfaction may not necessarily determine customer loyalty or future purchase, its essence should not be underplayed. Customers accessing the same business have similar issues. A majority of unsatisfied customers share their negative experience with their friends and family rather than the business. This explains the need to manage customer relationships by encouraging feedback and resolving any arising issues to maintain a positive experience. 
Customer satisfaction additionally denotes the attitude portrayed by a customer towards a particular organization as a reaction to their experience. Customers expect to have their desires fulfilled particularly when paying for the service. Failure to this, the idea that they do not get their value for money results to a negative attitude towards the organization which is considered as dissatisfaction.  
Benchmarking as an essential verifies that a standard of performance is established by comparing present performance to that of the; past, other similar businesses or the industry. The standard is then used to evaluate future performance. Management commitment to meeting and exceeding customer expectations contributes to an overall perception of a good reputation and quality. Therefore, improving the quality of service requires that various actions are deliberately taken. The actions form a cycle that includes:


Enhancing Service Quality
1. Defining standards and establishing ways of measuring them.
Standards may be defined through the procedure to include; speed of delivery, meeting unique customer needs, flow of service, requesting for feedback, effective communication and anticipating customer needs. Attribute of attitude could be difficult to measure when used. These include; service attitude, solving arising issues, body language and personalized service.
2. Evaluate the current nature of the quality of service.
Processes should then be measured using the defined indicators in order to determine the current situation. This is important as it determines the action that needs to be taken, given that exceptional service quality might call for rewards; events that fail to meet the standard require intervention.
3. Advance improvement strategies.
An establishment with wanting service staff needs to develop a training program that addresses the gaps identified in the audit. The goals of the program should be clearly communicated. The improvement strategies should be relayed to the employees through training. 
4. Implement the improvement strategies. 
The outcome of the training activities is observed as employees resume their practice. They should be allowed adequate time to adjust or implement the enhancement strategies as they are evaluated.
5. Provide feedback.
Once specified time has elapsed, evaluation feedback should be provided. It is at this point that positive adjustments are rewarded. The process is repeated until a desired outcome is achieved.

Changing customer expectations appropriate the need for consistent evaluation to device new strategies that aim to exceed the expectations in order to attain satisfaction. Benchmarking could be used to obtain new strategies or as a basis of differentiation from what the competitors are implementing.

Service Trends:
a. Increasing customer sophistication - guests expect to perceive value for their money regardless of the cost observed in their gravitation towards businesses that offer great quality at a bargain. The modern hospitality business attempts to create a heighted perception of value using various competitive strategies such as bundling products for example a burger with french-fries and a drink at a subsidized price.  
b. Increased emphasis on personalized service - more businesses aim to appeal to new segments of unique customers by creating products that suit their needs. Modern technology enables the process of including the minor segments as opposed to focusing on the established market segments. 
c. Shrinking customer loyalty - increased competition on the basis of price leaves customers shopping around for ideal experiences causing hospitality businesses to rethink their loyalty programs in a bid to enhance brand loyalty.

COMPLAINT MANAGEMENT
Customer dissatisfaction is associated with undesired outcomes from the service delivery process which causes customers to react in a variety of ways. While certain guests may not do much about their dissatisfaction, others go as far as passing a negative word to anyone willing to listen about their experience, influencing their perspective of the service provider. 

Businesses that encourage guest complaints in order to obtain feedback and find ways of enhancing the situation offer better service overtime. When guests express their concerns by complaining with the hope of having the situation reversed or addressed; it is best for the service personnel to maintain a positive attitude towards it and aim to solve the issues in a timely fashion. Specific triggers of customer dissatisfaction and complaint may be associated with system failures.





Businesses that resolve customer complaints by attempting to meet or exceed guest expectations depict better performance as opposed to those with numerous complaints lodged with them. Actions that aim to solve issues as they arise contribute to enhanced attitudes toward the business therefore enhancing customer satisfaction. 

Service Failures are critical incidents that occur during the service delivery process. Service staff should be empowered with recovery strategies necessary to overcome the failures. Service failures include: 
a) System failure: this implies to a misfire in core services offered. These occur through delayed service or an unavailability of a service. For example, an entertainment area could be closed due to maintenance causing guests to wait before it reopens. 
b) Customer needs failure: based on the reaction to unique requests by guests to involve special requirements or preferences, customer errors and disputes between guests. For example, a guest may want to smoke in a non-smoking area.
c) Unsolicited actions: reflecting both pleasant and unpleasant actions by employees, that are unexpected by the guests. Reflected by the extent of attention paid by employees to reinforce a guest experience. For example, one might anticipate the needs of a guest with a child. 

Despite the cause of complaint or manner of expressing dissatisfaction, employees should attempt to deescalate the situation by handling the issue.
Handling customer complaints involves the following process;
· Active listening to the customer’s complaint
· Acknowledging their feelings and emotions
· Evaluating the cause of their concern
· Offering a solution and the resolution process
· Follow up action
· Maintaining a record of the complaint and resolution



Customer complaints reveal areas within the system, which need realignment. Hence, maintaining a record of complaints indicates the actual cause of the issues allowing the business to address it. Other than the system failures, various gaps that play a contributing role to customer dissatisfaction include:

1. Communication gap - overpromising and under delivering leads to unrealistic expectations and dissatisfaction. Promotional material should be reviewed to ensure information is accurate. Employees could also be trained enough to meet the expectations.
2. Standards gap - standards should be achievable, yet not set too low that they fail to meet customer expectations. Customer expectations on the standard of service should be considered when setting performance objectives to avoid dissatisfaction. 
3. Knowledge gap - failure to interpret guest needs and expectations resulting to a mismatch between the product offered and one that is actually needed. Products should be designed with customer characteristics in mind. 
4. Delivery gap - inability to meet performance standards. Employee competency should match the set standards by consistently hiring and training capable members of staff.

Recovery Strategies
To ensure that complaints are resolved at points in which they occur to ensure satisfaction, various recovery strategies are used. These are:
· Encouraging guest complaints or feedback
· Ensuring that employees understand the cost of obtaining a new customer as opposed to retaining an old one
· Anticipating service failures and establishing ways of resolving them
· Training employees on the delivery of recovery strategies
· Empowering service employees to resolve guest issues



Measuring Customer Satisfaction
Businesses utilize both direct and indirect methods of indicating whether their customers are satisfied. Direct methods are concerned with using a variety of channels to obtain feedback from the guests. These channels include third party agencies, call centers, face to face, comment boxes, surveys or questionnaires. 
Other methods used to measure guest satisfaction include;
· Comments and complaints
· Comment cards
· Number of repeat guests
· Secret shoppers
· Sales and market share
· [bookmark: _GoBack]Customer loyalty







Quiz
1. Outline the process used to enhance service quality.
2. Explain how service trends may affect customer loyalty.
3. Advise on how a hotel can use service failures to foster guest satisfaction.
4. Outline the process used in handling customer complaints.
5. Describe the causes of customer complaints and suggest ways of preventing them.
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