Retailing Services



Classitying Customer Services

Type of Services Offered )=—>
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|
Basic >
Extended >
Above
and —_—
Beyond

4 "B
Examples: Employees to
answer questions; nearby
parking; ease of shopping

\_ J

, N
Examples: Multiple
payment options; self-
service checkout option;
electronic coupons
J
N
Examples: Returns
accepted after expiration
date; free delivery;
kempowered employees )
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Fundamental Decisions

What customer services are expected and what

customer services are augmented for a particular
retailer?

What level of customer service is proper to
complement a firm’s image”?

Should there be a choice of customer services?
Should customer services be free?

How can a retailer measure the benefits of
providing customer services against their costs?

How can customer services be terminated?



Typical Customer Services

Credit

Delivery

Alterations/ Installations
Packaging/gift wrapping

Complaints/Returns
handling
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Gift certificates
Trade-ins

Trial purchases
Special sales
Extended store hours
Mail/phone orders
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Miscellaneous Customer Services

e Bridal registry e Restrooms

e Interior designers e Restaurants
e Personal shoppers

e Babysitting
e Ticket outlets .

e Fitting rooms
e Parking

, e Beauty salons
e \Water fountains Y

e Pay phones * Fur storage

e Baby strollers * Shopping bags
e Information
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Turning Around Weak Customer Service

Examples Solutions
Long checkout lines —> Open more checkout lanes; add self-checkouts

Accept both cash and credit; increase number of credit

Insufficient payment options ——> cards accepted

L. . Enhance exchange policy; research competitors’
Limited return policy _ gretp;n'n g elicies P

Add personnel to be more personal; use interactive
Heavy reliance on self-service ————> Kkiosks to enhance the shopping experience

Encourage customers to shop at the Web site; open for

Inadequate store hours _ S longer store hours
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Three Kinds of Service Retailing

e Rented goods services— leased cars, hotel rooms,
carpet cleaning equipment

e Owned goods services— plumbing, appliance
repair,

e Non-goods services— haircut, professional
services (physician, lawyer)



Lessons in Service Retailing

|. Base decisions on what 6. Create and sustain a
the customer wants and strong customer service
expects from the retailer. orientation.

2. Think and act in terms of 7. Correct mistakes as they
the entire customer are uncovered and avoid
experience. failing customers twice.

: : Best

3. Continuously improve all B crices 8. Empower your customers
parts of the customer  —>» N Servica <«— to co-produce their own
experience. o service experience.

P B Retailing P

4. Employ and reward 9. Get your managers to
workers who can build lead from the front, not
customer relationships. from the top.

5. Train employees to cope 10. Treat all of your
with the emotional costs customers as if they

of service retailing. were guests.



Examples of Consumerism in
Retailing

* Proper testing of items for safety issues

* Programming cash registers not to accept payment for
recalled goods

e Charging fair prices for goods in short supply--Home
Depot plywood example in hurricane

e Age labeling of toys, warning labels on goods beyond
legal requirements



Understanding the Americans with
Disabilities Act




First cum first served — always good?

https://www.researchgate.net/publication/341179284 Order_of Justice_in_Queues_of Emerging_Markets
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Thank You
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