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Competitive advantage

Customer service can enhance the image of an organisation´s individual products or services. For example, customers may have a positive image of a hotel company but also a positive image of individual services such as the reservations system and restaurant facilities.
Customer service is vitally important in giving an organisation a competitive advantage. It is important that the organisation offers something that its competitors do not. If an organisation has a similar product to its competitors, it can gain an advantage by offering a better quality of service or by advertising its product at a lower price. If it can achieve a competitive advantage it has a greater chance of attracting customers from its competitors.

Case study:

Gateway Travel is a private travel agency. It is situated on the main street. In the same street there are other travel agencies owned by big companies. The national companies have impressive shop displays and national publicity campaigns on television and in newspapers. Gateway Travel has a much smaller shop, advertises only in the local newspapers.
The owner is convinced that he could get an advantage over the companies if he could offer a better level of customer service. 
The owner of Gateway Travel realised that at peak times, the customers have to queue for 45 minutes. This time he thinks he and his customers can use in different way.
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Activity
Suggest the way spending the time not to be bored in travel agency. If you are successful you can get competitive advantage.


Satisfied customers

The main aim of providing excellent customer service is to make sure that customers are totally satisfied by the service that they receive. This is known as customer safisfaction.
This means that the service provided must meet the customers´ needs and expectations. 
Here are ten tips on how organisations can keep their customers happy.
· Ensure that staff are well informed, polite, and attentive.
· Introduce customer-friendly after-sales service systems.
· Provide easy and quick access to tills and customer service points in stores.
· Provide reliable guarantee and warranty clauses, without any exclusions hidden in the small print.
· Make sure that phone lines are easy to get through to.
· Phone queuing systems should let callers know how many people are being kept waiting.
· Label goods clearly.
· Keep people informed about how their complaint is progressing, and ensure that phone calls are returned and letters answered.
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Activity
Decide what the needs of customers might be when they buy the following services or products. Remember, most customers have more than one need when buying a service or product.

Product or service						Needs

A foreign package holiday

A meal in a fast food restaurant

Information from a tourist info centre

A cheap flight to Paris
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