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Customers are the most important part of any profit making business. Therefore, the success of such a business is based on how well their services are delivered. Hospitality establishments are no different as they often conduct various activities with the aim of pleasing the customer. 

Exceptional service extends beyond the exchange of money for a product as satisfaction measures the whole experience drawn from the interaction between a guest and the business. The customer friendly approach adopted in the service industry ensures that the service personnel maintain a positive attitude and communicate effectively in order to build relationships. 

The aim of customer service is to provide high quality goods, services and interactions so as to foster an on-going business relationship with the customer. To do this, service employees require specific professional qualities which include: Empathy, friendliness, fairness, information and patience among others.





MANAGING CUSTOMER EXPECTATIONS
A customer is anyone who buys a product or service and could be either internal or external o the business. One aspect of customer service is customer expectations. These should be managed throughout the buying process. 
1. The purchasing environment could be enhanced by; 
· Providing adequate space with relaxing music
· Ensuring it has a pleasant odour and is adorned with informative or interesting displays
· Helpful service staff
· Special offers and an information desk

2. A successful transaction is perceived through;
· Friendly staff
· Minimal queuing
· Variable and secure methods of payment 
· Assistance with packaging and provision of packaging material
· Easy exit routes

3. The after sales service maintains the business- customer relationship and rectifies any issues that the customer might face as a result of their purchasing decision. Customer relationship management includes;
· Service delivery
· Advice on related products and services
· Exchange or refunds on faulty products







Other specific points in which the customer relationship is maintained includes;
· The company website especially when prospective customers sign up
· The reservations unit obtains guest data that could be used for after sales service etc.
· Service encounters with the front office, food and beverage and housekeeping present such opportunities. For instance through unique touches, personalized service and décor 
· After sales communication through emails, newsletters etc. 

Once relationships are established, businesses use customer loyalty programs to drive customer lifetime value. These ensure that frequent customers are identified, contacted and rewarded to encourage them to stick to the brand.

Importance of customer relationship management
a. Acts as a customer retention strategy
b. Leads to business growth as satisfied customers recommend others
c. Builds a good reputation as negative word of mouth is minimized
d. Satisfied customers frequently buy from the business therefore increasing margins
e. Great customer relationships motivate employees to attract more clients

Disappointed customers want:
a. Empathy- to know that they are heard
b. Apology - they want the business to take responsibility when appropriate
c. Compensation- when they think they did not get value for their money
d. Solution- customers complain so that employees can fix the problem
e. Reassurance- they need to have trust in the business
f. Follow-up- they need consistent updates until their issue is resolved




EFFECTIVE CUSTOMER SERVICE
Customer service is evaluated by measuring the effectiveness of employees, premise and the quality of products and services. 
Employees - have a responsibility to ensure that they;
· Maintain a great appearance by observing good hygiene practices
· Present a good attitude and be helpful
· Express themselves in a friendly way
· Have good knowledge of the business and its products
· Work in teams 
· Participate in training initiatives

Effective communication skills – employees should;
· Use their tone to calm aggressive customers
· Communicate calmly and politely
· Instantly address complaints
· Maintain eye contact and smile
· Observe guest body language and react appropriately
· Practice telephone etiquette 

Premises – hospitality premises should have or be;
· A logical layout
· Tidy, clean and organized
· Adequate space
· Appropriately labeled for guidance
· Adequately stocked
· Easily accessible

Products – all offerings should be; high in quality, adequate and offer value for money.



CUSTOMER SERVICE SKILLS
In order to deliver some great customer service, businesses should:
a. Aim to meet every need a customer presents and solve every challenge that arises
b. Ensure front line employees have good customer skills
c. Offer employees necessary training on company policies and dealing with angry customers among other service skills.
d. Solve customer concerns with a sense of urgency

Customer centered employees ensure that they;
1. Maintain a proper posture 
2. Address each guest by their name
3. Make eye contact when communicating with a guest
4. Provide services with a smile
5. Practice quick response 
6. Are well groomed with a clean attire and appearance
7. Actively listen to customers
8. Use tonal variation to express friendliness
9. Maintain personal  space

Actual customer service skills involve:
i) Empathy – customers appreciate when they know their concerns have been heard.
ii) Effective communication skills – communication should be clear, concise, concrete, correct and complete.
iii) Product knowledge – customers develop confidence with the brand when representative employees show a good understanding of the products and services. 
iv) Problem solving skills – problem solving is the epitome of customer service; hence, it is best for service employees to learn how to effectively solve identified or commonly arising issues.
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v) Active listening – listening skills entail that one maintains eye contact, listens without interrupting and indicates they are listening by use of non-verbal cues as nodding.
vi) Professionalism – service personnel should be able to adequately represent the company by portraying a pleasant attitude and behavior.
vii) Acting Skills – service personnel are human beings and as such, they are occasionally faced with personal issues that may affect the quality of their work. In such cases, they should be able to act okay, friendly, happy etc. to deliver a wholesome service.
viii) Time management skills – customer support is a combination of customer oriented services along other job functions. It is paramount that service personnel perform other job functions and allocate adequate time to solving customer related issues. 









Quiz
1. Outline various ways a business can use to manage customer expectations.
2. Explain why it is important for businesses to maintain relationships with their customers.
3. Describe the elements that contribute to effective customer service.
4. State the actions you would take when dealing with an unsatisfied customer.
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