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AL

Good customer service is one of the most important things to run a successful
business. The organisations that provide good customer service make more profit and
gain more customers then the organisations with bad customer service. Even if the
organisation is good if the customer service is poor the customers won’t want to
return. In any business it is good if the staff know the importance of personal
presentation such as dress, personal hygiene, personality and attitude. If the staff
within an organisation have these then the organisation will run successfully and will
gain more customers as people will be attracted to this.

Personal skills are also important within an organisation, such as appropriate
language, positive body language, listening skills, clear telephone skills, self
confidence and selling skills and sensitivity. This is because this will have an effect
on customer satisfaction and help orgamisations run more successful if there staff are
aware of what they are expected to do well and how they are expected to be
presented. |

There are two different types of customer’s internal and external customers and both
their needs need to be met.

Internal customers

Internal customers are customers within the organization. Such as the employees.
These are the customers that have to make sure that the external customer’s needs are
met. To ensure that the internal customers satisfy the external customers they need
good customer service to ensure that there needs are met. Some external customers
may be more impolite then others so therefore this requires a different customer
service and it is the internal customer’s responsibility to do this.

emc—zm . Internal customers are the employees of the company and also the suppliers within an

clefemery _Organisation. These are the people who have to make sure the external customer’s
needs are met.

There are different types of customers, so therefore they expect their needs to be met.
To satisfy internal customers in general they expect:

&ontracted hours

“/gﬁ've their complaints dealt with if they have any

4 paid the correct wage and on time

\éey need customer service training for the job they have to do, to ensure they
0w what they’re doing and are confident they are doing everything correct.
hey need to be in a safe environment

Different types of internal customers would include:

- \/ ployees

- Nagers/supervisors
- Shareholders
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-+/Caterers

Emplovees

It 1s very important that organisations provide good customer service to the
employees. This doesn’t just include full time employees but part time employees as
well because they also work for the organisation. This includes correct customer
service training so that they are positive in what they are doing. Also health and safety
training so they know what they have to do if a member of staff is in trouble, them-
selves or the customers. In a organisation like cafes it is important the waitresses have
an relationship and get on with the other members for example the chef because they
have to tell the chef what to cook and if they don’t get on this could make the working
environment awkward. Also if an organisation provides good customer service to the
employees they will look forward to working and also stay there longer. This is a
positive thing because the organisation won’t have to keep finding staff to replace
staff that leave. :

Managers/supervisors

S One of the most important aspects within the organisation is to provide good customer
INTELNRL  gervice to their managers, because these are the people who are in charge of the main

CeSTonwiseS  areas of the organisation and make sure it runs smoothly.

o They usually are the people who provide training days for the employees within the
organisation. This means that it is important they’ ve had training correctly so they are
positive they know what they’re doing. The training they need to know is how to deal
with staff and different types of external customiers but also dealing with complaints
that may be made by customers.

Not only is it important for the employees to be happy in their job but also the
manager. If a manager is unhappy with their job this could affect the employees but
even worst the custorers.

Managers get paid more then the employees as it requires more responsibilities.

Share Holders

It’s important to meet the needs of the shareholders by making profit. This is because
they invest their money into the company and if the company isn’t making enough
they won’t be happy and therefore will want to invest there money in another
organisation that does make profit. To keep them happy they want the organisation to
make protit and also get paid a bonus each year from what the company makes.

Externai customers

External customers are people who use the products and services of the organisation.
They usual pay for the products and services and deserve to be treated in an
acceptable way. Different types of external customers have different needs and will
expect these needs to be met. A big organisation siich as Alton towers meet the needs
of there customers well, by ensuring that there is something for everyone, to make
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sure that all there customers needs are met, by ensuring there personal skill required
are up to the best standard. They also need to know product knowledge because for
example if a customer ask a member of Alton towers staff something about one of
their products the staff is expected to know it over wise the customer won’t be happy
and might get very frustrated.

Different types of external customers

;//Business people
hildren

» Teenagers
%Famiii@s

- Disabled people
\/ APs

--School groups

- Young couples

Business men

It is important organisations meet the needs of business people because they use the
facilities and they tend to have a lot of money. Organisations meet the needs of
business people by having separate rooms which conferences are held and rooms with
Internet access. Places such as McDonalds meet the needs of business people by
opening early and having breakfast menus this is because most business people like to
have breakfast or grab a cup of coffee etc before they go to work.

UL

Children

Children needs should be met by providing things for them in organisations for
example a large chain of family pubs they may have lots to offer children such as a
park outside a play barn while there family ca reldx and they won’t be bored just sat
around also they have a separate children menu with smaller portions which will suit

there needs.

Teenagers

It is important teenagers needs are met within organisations. They do this by
providing facilities that will interest them and make them want to come back but also
at a low price for example at organisations such as Drayton manor park they have lots
to provide teenagers such as bigger and faster rides they can go on. fast food places
because they tend to like fast food places more then sitting in a restaurant on their day
out so they can get on more rides also gift shops so they can buy souvenirs.

Families

Organisations meet the needs of families by making sure there is something for
everyone for example at Drayton Manor park they have discounted tickets for
families, they have family restaurants, they have rides, which will suit the whole
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family and they have zoos etc for the younger ones in the family. If they enjoy the day
out they may return the following year and also tell their friends and famﬂy about it
through ‘word of mouth’

Disabled people

In organisations their needs are met by having disabled access through out for
example ramps, lifts or doors that are wide enough for people in wheel chairs to get
though. Most organisations have this so that disabled customers can also have days
out.

OAP’s

OAPs needs should be meet in organisations for example at Drayton Manor they have
gardens, zoo, places to work, restaurants etc this meet the needs of OAPs because if
they go on a day out with the family and don’t want to go on rides they won’t be
missing out because they can still have a good day

Scheol groups

Originations meet the needs of schools by having interesting and exciting things for
them. If they go out on a school trip normally that organisation provide discount to the
schools because it is large number of pupils, this is also why they have to make sure
they meet the schools needs because there’s not just one pupils but a group and if the
customer service is good and they enjoy them-selves the school may come back the
following year with another group and that organisation will gain more profit.

Young couples

It's important to meet the needs of young couples because they are always finding
places to go out so they can spend some time together and if they go to one
organisation and that organisation meets there needs and the customer service is good
they may return there in future. Organisations like restaurants meet their needs by
sitting them in one of the nicest spots in the restaurants and normally make the table
look nice and always see if they are all right and they need anything else etc.




Www.xtrapapers.com

Customer service

A0L2

Internal customers

Within an organisation the internal customers would be the suppliers used and the

staff. The suppliers are the people that provide the goods to the organisation, without

the suppliers the organisation wouldn’t have any stock in. Cobwebs rely on suppliers

to get food and drink etc for the restaurant. They meet the needs of the suppliers by

paying them on time, it is very important the suppliers get paid on time by Cobwebs

because they need the money in order to get more products and if the suppliers are not

paid on time this will stop them form delivering any more goods and would cause

_ problems. By proving good customer service to the suppliers this will benefit
INTEEAVIAL  cobwebs and the suppliers because suppliers will be gaining money and make their
CU $TorviedS  business more successful and cobwebs would always have stock in and never be short

R so0 they cant run out,

k ( The other type of internal customer is the staff. To meet the needs of the staff is to

e provide them with good customer service such as giving them special privileges such
as free things or discount on their products. Another thing to meet their needs is to
provide training for example customer service training and training for the job they
have to do so that the staff feels confident they know what they are doing so that their
main aim can be satisfying the customer not worrying what they have to do. Also if a
member of staff is unhappy within the working environment, this is an opportunity for
the manager to consider alternatives to ensure that the member of staff is happy. If the
training is high in an organisation like in Cobwebs this would be a positive thing, as
the internal customers will deliver high customer service to the external customers.
This means that the organisation will tun smoothly with fewer problems. Also if the
staff are happy at their work they are more than likely going to stay there longer this
is what cobwebs makes sure of so they don’t have to keep finding new staff.

External customers

L External customers are customers outside of the organisation; the customer who come

and visit the organisation and who’s needs need to be met just as much as the internal
customers do.
To satisfy the external customers is very important because these are the people who
bring money into the organisation and make it a success but also you want to ensure
they come back again. Cobwebs meets the external customers needs by providing
food for every customer that is likely to come in such as children, adults, teenagers etc
making sure there is something that suits every ones taste. When dealing with the
customers complaints if they have any and they are dealt with as well as they can for
example offering suggestions about the complaint to solve it. Also to ensure
customers needs by getting good value for money, make sure the food is cook to the
hest standard, make sure the staff is polite to all customers, and also to ensure that if
they have anv concerns or questions the staff can answer them.
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Different types of on external customers are:
Children

Cobwebs meet the needs of children by having children menus especially for children
because children eat smaller portions and not adult sizes so it’s ideal for children. Or
if they want something on the adult’s menu cobwebs don’t mind cooking them
anything off the adult’s menu and a smaller portion. For younger children they have

—high chairs, which is more comfy for them and they are better behaved. Younger
children there 1s_spaces for push chairs at some of the children, this is good because
they don’t have to leave the push chair outside.

Adults

Cobwebs provide different types of food to suit different customers tastes, They have
meals or just snacks it depends how hungry the customer is. They also have a
selection of drinks for the adults, alcohol drinks or just flat drinks, different types of
coffees, depending on which they prefer with their meal. This will satisfy their needs
because they will know there will be something to suit them at Cobwebs. Also to meet
there needs all the staff at Cobwebs makes sure there every need is met by asking
them if every thing is all right, if they would like anything else etc and provide it to
them.

OAPs

Cobwebs meet OAPs needs by taking the customer to their seat making sure they are
comfortable. Cobwebs also charge a little less for OAPs as they only have smail
portions and Cobwebs do small portions especially for OAPs to satisfy them. Also if
OAPs go for lunch at a café/restaurant and they like the food, customer service and
the staff they will return to that place, this is why it is very important Cobwebs meet
OAPs needs as they often go to cafes/restaurants weekly and want to ensure they
come back to Cobwebs again and become a regular customer.

Disabled

They meet the needs of disabled customers by having disabled access all around the
restaurant and a ramp at the front door so they ¢an easily get in and out. They also
wheel them to their seat and make sure all their needs are catered for just like any
other disabled customers needs would. They also allow guide dogs into the restaurant
for blind customers and a member of staff reads out the menu for them

Special occasions

People go to restaurants for special occasions stch as birthday, get together with their
family etc. Cobwebs meet these people needs by putting them i a nice part of the
restaurant away from the other customers and they don’t mind how many people its
booked for whereas some places are limited but Cobwebs isn’t that’s why a lot of
people come here for get together with their families. If it is someone’s birthday they
make the table look nice by having balloons. Customers appreciate this because they
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know that Cobwebs makes the effort. Also Cobwebs make sure the service is fast
therefore the customers won't get restless or impatience.

AQ1.3

Cobwebs main aim is to provide good customer service to both the internal and
external customers the best way they possible can. It is important to meet the needs of
both internal and external customers because it will benefit the organisation. By
keeping the internal customers who are the employees. And will encourage external to
come again and become regular customers.

Internal customers

To provide good customer service to the internal customers, Cobwebs let the new
member of staff do more than one job within the restaurant. They get the member of
staff to start off doing an easy job for example in the back doing the washing or
e drying up so they can get use to the working environment, then when the staff get a
“““ bit more confident usually the 3 week they get the employee at the front dealing with
the customers, taking orders, making drinks etc. This meets the member of staff needs
because they don’t feel like they are rushed straight into the harder jobs on their first

week.,
Cobwebs meet the needs of the staff by always having an introduction when before
_ they start. The manager shows them around the restaurant and tell them where
INBRZAMAL  everything is and what they will be expected to do on there first day and when they’ve
cusTomees  been there a while. This is because if the new member of staff doesn’t like what
KO3 he/she is expected to do then they don’t have to work at Cobwebs. Also the manger

has a chat with the new emplovee, this gives themn a chance to bond. This will meet
the internal customers needs because they will know where everything is and what
they will be doing before they start to save confusion on the day and also they will
feel comfortable talking to the manager about any problems if they have any.

They meet the needs of the suppliers by always paying them on time, which is very

important because it could stop them from delivering other goods as they needs the

L money to buy other products to sell on. If cobwebs didn’t pay the suppliers on time
this would not only cause problems but also the suppliers may stop delivering to them
and _Cobwebs would then have to try and find other suppliers. This is why it is
mmportant to follow the agreements to save having to do that. Also to meet the needs
of the suppliers Cobwebs make sure that them and the suppliers agree on a date and
time to deliver the goods. A time that suits the suppliers and also Cobwebs to ensure
they’re in to collect the goods and pay them.

By providing good customer service to internal customers this will make

ConNceiiltond external customers,
4. 3 +1/Customers will then want to return to the restaurant again and if cobwebs are

always like this it could get around through ‘word of mouth’ and could gain

Zﬁ e customers.
o complaints

% “More profit

-r-l\/}{kym happy and like their job so therefore provide good customer service to
e
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The managers will also be happy because there staff is happy, their customer’s needs
are being met and the organisation is running well and smoothly.

External customers

Cobwebs have to make sure they meet the needs of all it’s external customers, there
are different types of external customers, which cobwebs is aware of and they have to
meet ? customers needs. If not it could lead to:

* /B‘a/d reputation
o s of customers

j/é
ES income
#./External customers going elsewhere.

( Cobwebs have to prevent this form happening by always meeting their customer’s

o needs. It is important to keep and gain external customers as this is where Cobwebs
get most of its money from and without external customers the organisation wouldn’t
gain any profit. '

The different types of external customers which cobwebs have to make sure they meet
the need of is:

Breemal o
CUSTomeeS * Pkﬁ]dren

%’ 1 genagers

AG. & -
: ?ﬁged

& \/{ré/iness men/women -
%Y oung couples
Adulis

To meet the need of adults cobwebs have a menu full of food with something for
everyone. Cobwebs menu provides breakfasts, snacks for those who aren’t that
hungry, 2 course Junches, or any thing from the menu. Cobwebs also take bookings
all week between 12-3pm in case a large number of people come’in for lunch and they
aren’t sure if there’s a table for them, this meets their needs because if they book they
will know for sure there’s are guaranteed seats. Cobwebs also have a number of
drinks to offer adults from tea and different coffees such as latte, Americano,
cappuccino to alcohol such as wine and beer, this meets there needs because they
enjoy a nice drink while eating there meals. By providing a different selection in food
and drinks Cobwebs benefit from this because if customers come for lunch and see
what.they have to offer, they will want to come again, as they will know Cobwebs has
something for everyone.
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Children

They have booster seats to make them higher up on the table and so they can eat
without spilling stuff because they are closer to the table. They have high chairs for
babies; this is so they don’t have to stay in their prams. There is also children’s menu
tull of appetising foods, which aren’t large pottions, which benefit the children
because they don’t tend to eat big portions; they also have delicious deserts, which are
popular with children. They have a number of kiddie drinks to offer children such as
ribena, oranges squash, milkshakes and apple juice.

Teenagers

Cobwebs meet the needs of teenagers by taking there order as quickly as possible and

take it to the chef, so there not sat around for ages waiting for there food because

teenagers like to get on with other things. Cobwebs treat teenagers with the same

respect as they do adults, this will meet their needs because they will feel more happy

( : and will want to come again if the staff treat them with respect and are polite at all
' times. They also have the same menu as the adults but they can have smaller portions

if the ask. Cobwebs benefit from this because if teenagers know they can have smaller

portions at Cobwebs they will want to go for lunch because they won’t feel like they

G&TM . have to eat loads.

ASTFOMERS  Disabled
ACL2

It is important Cobwebs treat disabled people just like there other customers because
if disabled customers like the atmosphere and the customer service and the food at
Cobwebs they are more like going o come again and again. To meet the disabled
customers needs Cobwebs have a ramp to getting and out of the door easily, there is
disabled access around the restaurant, which means they can get around without any
problems and without it being a tight squeeze. The toilets are also disabled access.
These needs are met at cobwebs, which is good because it will bring in a wide range
of different customers and by providing disabled access it is meeting their needs.
However if cobwebs didn’t meet disabled customiers needs it may loose a lot of

he . customers as people would feel that the restaurant doesn’t care about the disabled if
they don’t cater for them so by meeting there needs it is encouraging more customers.

OAPs

The OAPs need their needs to be met also. Cobwebs do this by helping them to their
seat, making sure they are comfortable, checking to see if there okay. Cobwebs also
provide smaller portions for OAPs, as they don’t tend to eat the full adult portions,
Cobwebs deduct some of the money from there bill, this meet their needs because
they only have to pay for the amount they eat not the full price which would be unfair
if they did because they didn’t eat the adult sized portion and therefore shouldn’t have
to pay the full amount, this is why cobwebs does this.

Business men/women

Have newspapers they can read. Open early (9am) so they can pop in before they go
to work, they have breakfast club on Tuesdays and serve breakfast till 10am in the
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week so they can have one before they go to work. They have lunches, which are
either a light snack, a 2-course lunch or anything from the menu. The food is always

cooked fresh and bought out as guick as possible, this would meet business

men/women needs as they don’t have that long on their lunch breaks.

Young couples

Cobwebs restaurant also meets the needs of all these customers by always asking if
there are all alright and the food is alright, also ask them if they need anything else
and is they do get it for them as quick as possible. Cobwebs benefit from doing this by
encouraging customers to come again.

If all of internal customers needs are met then the organisation will run smoothly, this
is because the managers, supervisors, share holders etc will all be satisfied and will do
o the best they can to ensure they put 110% into the business because if there needs are
( met then they will want to meet the customers needs also and this will bring more
customers to the organisation and it will increase profit but also the organisation will
have a good reputation. Also the organisation will have a happy and efficient work
force if there needs are being met.
However if internal customers needs are not met then the organisation will start going
down hill, this is because if the internal customers are not happy then they won’t
make and effort in the organisation and won’t even try to meet the needs of the
_ external customers. This will cause loss of customers because they won’t want to
o come back if the internal customers don’t provide good customer service, which they
ONCUMIONS | 55T there needs aren’t met. Loss of customers will lead to loss of profit as the
“Hen g organisation won’'t be getting much money I customers are going else where. Also the
reputation will go don hill because it will get around through ‘word of mouth’,
This is why it is very important that any organisation meets the needs of the internal
customers because these are the ones that have to make sure the external customers
needs are met.

If all external customers needs are met it will gain more customers because people
will want to go to the organisation if that organisation is known to meet every
customers needs. The organisation will benefit if there external customers needs are
met because the organisation will gain more customers, which means increased sales
mn the organisation. Also if the external customers visit the organisation and there
needs are met they will continue coming so the organisation will gain regular
customers.

However if the external customers needs are not met this could be a problem for the
organisation because customers will go elsewhere, loss of profit will also occur, the
organisation will have more competition, this is because if there customers are going
else where then the organisation have to try and get there customers back instead of
them going to another organisation. If the customers go elsewhere they will have loss
of sales. Not only that but they will have more complaints because the external
customers wont be pleased that there needs are not being met, therefore they may
complain more.

P .
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Situation 1 (good)

A family of 3 came in, who were very fussy. FHStIy thcy don t hke where I aat’ them

so I move them to a table they feel more comfortable at, One was vegetarla
didn’t like what our vegetarian for today was so we cookedher somethmg else. And
the other two customers wanted meals but didn’t like somé thmgs ’I‘hroughout we all -
stayed calm and met there needs by providing them with everythmg they asked for '

Customer: hello, we haven’t booked but were wonderlng 1f you ha‘d any _spa:re tabi‘es.

Me (member of staff): yes certainly over here, if you wouldjusthketo follo
Customer: okay thank you |
Me (member of staff): would you like to order any drinks?
Customer: I am very sorry but we are not comfortable at th1s tablc it’s to cold ‘ S
because it’s very close to the door, so we were wondermg 1f we could move to the R
table in the corner over there if that’s possible '
Me (member of staff): yes certainly, sorry didh"t._ré‘él;iéé' .

Customer: thanks a lot and yes we would like to order some drinks

(Customer moves to the other table)
Me (member of staff): what drinks would you like?
Customer: could we please have two apple juicés and 4 coffee Wiiﬁcfémé"ﬁiéégé' |

Me (member of staff): okay

(I go and make the drinks)

Me (member of staff): here are your drinks

Customer: thank you
Me (member of staff): are you ready to order

Customer: oh no we haven’t looked at the menu yet

Me (member of staff): okay I will come back to take your order
Customer: ok thank you |
(5 minutes later)

Me (member of staff): are you ready to order?
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Customer: yes what is your vegetarian

Me (member of staff) it’s vegetable bake

Customer: oh I'm vegetarian but I don’t like vegetable bake, is there anything elsc o

Me (member of staff): I can go and ask the chef if he can cook something else for
you

Customer: that would be great thank you

(I go and ask the chef) |

Me (member of staff): would vegetable lasagne be okay
Customer: ye§ that would be fine thank you very' much |

Me (member of staff): that’s okay, what othér rﬁéals wou}dyouhke .V
Customer: could we have one roast dinner with pork |

Me {(member of staff): yes

Customer: but in the vegetables could I not have ¢ any carrots please
Me (member of staff): yes we won’t put aa?t in for you

Customer: and have peas if that possible

Me (member of staff): yes I'll get the chef to cook some for you
Custemer: thank you, could we also ha&e one quiche and chips

Me (member of staff): okay

Customer: but I don’t want a Slde portion of salad could I }ust have cucumber and . o

tomatoes?

Me (member of staff): yes that’s fine

Customer: thank you and I think that’s it.

Me (member of staff): okay it won’t be too long
Customer: okay N

(15 minutes later)

Me (member of staff) here are your meeﬂsl | _
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(Passed the correct meals to the customers)
Customer: thank you
Me (member of staff): your welcome, would you like any sauces?

Customer: could I have mint sauce for mine and could I have tomato ketchup for .
mine please :

Me (member of staff): yes

(went to get the sauées)l

Me (member of staff): here you are

Customer: thank you

Me (member of staff): would you like anything else

Customer: no thank you

Me (member of staff): okay just call me over if you would hkeanythmg else IR ‘

Customer: yes thanks a lot

(5‘ minutes later)

Me (member of staff): is everything okay for you
Customer: yes thank you

Me (member of staff)r:” good

Customer: actually please could I have apple satice 1nstead of mmt piease because I
don’t like it

Me (member of staff): yes that’s fine ill just go and gct it for you
_Customer: thank you |

Me (member of staff): here you a;é

Customer: please could I have another apple juice because _I."\}'e'f._i:ﬁished mydrmk I_ |
Me {member of staff): yes o | . o
(Went to get apple juice)

Me (member of staff): here you are, would youhkeany )
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Customer: no that’s it thank you very much

(10 minﬁtes later)

Me (member of staff): have you finished?
Customer: yes

Me (member of staff): was everything okay for you?
Customer: yes, that was lovely, thank you

Me (member of staff): would you like a sweet?
Customer: no were very full up thank you

Me (member of staff): okay would you like any cﬁffééS? o

Customer: no thank you can we just have the bill please

Me (member of staff): yes ill bring that overin a mmute for :;'y"ot'k
(Bring bill over) |
Me (member of staff): here is your bill

Customer: thank you

(The customers come to the till to pay)

Me (member of Staff): hope you enjdyed your meals and hdp‘é:fo see you agaln i‘;ooﬁ |
Customer: yes we’ll definitely come again

Me (member of staff)_;l thanks then, bye

Customer: yes thank you very much, see you agéi'in bye _ o

The customers left feelmg satisfied and left a £7 tip and thank the staff very much'for
the good customer service they received and the lovely meal they had.
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Situation 2 (bad)

Waited ages for their order to be taken, waited ages for food and was Wrong order $6
they had to wait even longer for the correct food to arrive, the customers were very
impatience but it was because we were busy that day and was short staffed. _

Me (member of staff): good afternoon

Customer: hi, we booked table for 11

Me (member of staff): okay, what’s the name?

Customer: Harris

Me (member of staff): yes right over hear, follow me | -

Customer: okay thank you
(20 minutes later)

Customer: excuse me can some one please take ouir order we ve been sat here 20
minutes and our order still hasn’t been taken. ~

Me (member of staff): oh sorry I'll be right with you

(go over to table) |
Customer: about time

Me (member of staff): sorry about wait, what can I get you?

Customer: right, 1 chicken, bacon and cheese melt, 1 bean and cheese ja’ckét pb’fa‘tt'o’,
1 gammon and chips and ! roast dinner

Me (member of staff): roast dinner with pork, bEef, lamb or cliibkeﬁ?
Customer: beef please

Me (member of staff): anything else?
Customer: yes a bottié of dry white wine please
Me (member of staff): ok thank you
Customer: thanks

25 .minutes later)

Me (member of staff); here is your_bottié of wine -
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Customer: it took long enough didn’t it we’ve been’ waiting ages for that I even
forgot we ordered it

Me (member of staff')' I m very sorry

Customer: yes well I am not very happy about it, I would of thought our food would
be here by now, we’ve been waiting long enough

(15 minutes later)

Customer: the food is still not here can you go and see where it iS?
Me (member of staff): yes I'll go and check.

(I went to the kitchen to check)
Me (member of staff): it shouldn’t be much longer now

Customer: you mean it is not ready yet

Me (member of staff): not yet I am very sorry, we are very busy and are short staffed

that’s why it’s taking a while
Customer: taking a while! It’s nearly been 40 minutes!
Me (member of staff): I 1o Ido apologise

Customer: I have a right mind to walk out of here because I don’t see whv I and my
family are expected to wait any longer :

Me (member of staff): it shouid be here very shortly

(5 minutes later)

Me (member of staff): I am very sorry about the long wait, it Was because we are .

very shorted staff today, I am very sorry for your long wait and can assure you it
won’t happy again. :

Customer: well ok I'm just going to enjoy my meal now ive waited so long for i"'t!‘

Me (member of staff): Here are your meals, 1 roast dinner; would you like any
sauces with that? :

Customer: umm mint sauce please
Me (member of staff): gammon and chips
Customer: yes here thank you

Me (member of staff): 1 cheese baguette and 1 chicken andcesebaguette - a8
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Customer: no we asked for a bean and cheese jacket and 'a=-'éﬁ'ici<‘eﬁ, bacoh and ch : R
melt : B

Me (member of staff): oh sorry I'll take these back for the chef to do again [ am very
sorry about this

Customer: well we've waited long enough for the food, and it we’ve got to wait even
longer for our food! I won’t be coming here again!

Me (member of staff): I am very sorry about the incorrect food and the long wait. T
will take the food back and get the chef to re cook the cortect order straight away e

Customer: well my wife and sister have waited nearly an h(')ur fOr this food'a';n_d its
wrong so they’ve got to wait even longeﬂ

Me (member of staff): i am very sorry I'll get him to do it right away, so it’ Obeher
in les than 5 minutes '

Customer: rignt suppose that will do.

Me (member of staff): 1 am very sorry for any inconvience and w1II refund your
meals and pay for them to apologise for the long wait and the mess up of your order.

(Went to get other meals)

Me (member of staff): here are you meals and again I am vefy 'é'c"ifry |

Customer: thank you

(10 minutes later)

Me (member of staff): was everything okay for you?

Customer: well the food was nice that’s the good thing. But can I speak to the _
manager please because I am not happy with how long it took for the meals to come
because me and my family had to wait nearly an hour for the food and two of the
meals were even wrong, I am not happy about this, it’s never happened anywhere N

before.

Me (member of staff): I'm sorry this has never happened here béfore we only had 3 -
members of staff in and didn’t realise how busy it was.

Customer: where’s the manager
Me (member of staff): I'm afraid the manager isn’t here today

Me (member of staff): I am very sorry about the i mconvenlence that was caused I
can assure you it won’t happen again. : .

Customer: how can you be so sure?
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Me (member of staff): because were never short staff, butﬁﬁfbi‘t'ﬁﬁé_itely todé&ﬁ? B
were. To apologise for the inconvenience we will pay for two of the meals one half of
cobwebs to apologise. '
Customer: well thank you

Me (member of staff): that’s okay and it won’t happy agdin

Customer: ckay thank you

Me (member of staff): okay bye, sorry again

Customer: it’s okay, bye

The customer had two free meals on behalf of cobwebs to apt?lq:gise for the wait and
the mess up of that tables order. And left feeling satisfied because I tried to deal with

the complaint as well as I could. And while the customer was dngry, I stayed calm at
all times, which made the customer calm dwon. .
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Situation 3 {good)

A family of 8 came in. 2 children, 1 OAP, I baby, 4 adults. I always asked if everything was
okay and asked if they needed anything else and got them what they asked for. The customer
service was good and the food was fast, fresh, warm and they were satisfied with there
Sunday lunch. However it was a very busy day so after everyone’s order had been taken I had
to go into the kitchen to help, so the food gets out quicker to the customers.

Customer: we booked a table of 8 for half 12

Me (member of staff): what is the name?

Customer: Morris

Me (member of staff): oh yes over here table 9

Customer: thank you

Me (member of staff): I'll be over in a minute to fake your order

Customer: okay that’s fine

Me (member of staff): here’s two booster seats

Customer: that's great thank you

Me (member of staff): and here’s two children menus

Customer: thank you

Me (member of staff): you ready to order any drinks

Customer: yes could we have some milk for the baby, two orange juices for the children but
in plastic cups please?

Me (member of staff): yes that’s fine

Customer: also do you have gin and tonix because it’s not on the drinks menu

Me (member of staff): I can do that for you if you’d like?

Customer: yes that would be great, thank you very much

Me (member of staff): I'll just go and do them for you while you have a look at the menu
Customer: okay thank you

(5§ minutes later)

Me (member of staff): here are your drinks

Customer: thank you |

Me (member of staff): are you ready to order or would you like me to come back
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Customer: no it’s okay we're ready to order

Me (member of staff): okay what would you like?
Customer: could we have 4 starters?

Me (member of staff): yeah

Customer: ummm 4 éoup please and could you bring two warm rolls for the little children as
well please

Me (member of staff): yes that’s fine. Ready to order main courses
Customer: yes I think so could we have 2 children’s lamb please

Me (member of staff): yes that’s fine

Customer: also could we have a small pork because she can’t eat very much
Me (member of staff): yeah sure

Customer: then two adults lamb and two chicken

Me (member of staff): ok

Customer: but without the sauce could we have gravy instead?

Me (member of staff):ok I'll ask the chef to do that for you

Customer: thank you

Me (member of staff): anything else

Customer: could you just bring a spare plate for the baby and he can have some of ours
Me (member of staff): yeah ok

Customer: that’s it then thank you

Me (member of staff): ok it might be a while because we’re very busy today
Customer: ok that’s fine no worries

(Went out go and help I the kitchen to get the meals to the tables quicker because it' was very
busy)

(15 minutes later went to take food to table)

Me (member of staff): here is your food

Customer: thank you very much

Me (member of staff): and here is a spare plate for the little one

Customer: that’s great than you

24
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Me (member of staff): here’s some extra vegetables as well
Customer: thank you very much
Me (member of staff): would you like any sauces or extra gravy?

Customer: yes could we have apple sauce and mint sauce please, oh and some extra
gravy

Me (member of staff): yes I’ll just go and get them for you

Customer: also we would like some extra roasts if that’s okay?

Me (member of staff): yes that’s fine, I'll just go and get some for you
Me (member of staff): here you are

Customer: thanks

Me (member of staff): is there anything ¢lse you would like?
Customer: no I think that’s it thank you very much

Me (member of staff): its okay, just give me a shout if there is anything else you would
like

Customer: okay thanks

(7 minutes later)

Me (member of staff): is everything okay

Customer: yes superb thank you

Me (member of staff): would you like any more drinks or anything
Customer: no its okay thanks for asking though

(3 minutes later)

Customer: excuse me

Me (member of staff): yes

Customer: could we have a jug of water please

Me (member of staff): yes certainly, I’ll just go and get that for you
Me (member of staff): here you are

Customer: thank you

Me (member of staff): and here’s 5 glasses and 3 plastic ones for the children
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Customer: thank you

Me (member of staff): your welcome
(16 minutes iater went to clear plates)
Me (member of staff): was everything okay for you

Customer: yes it was a lovely meal and thank you very much for your good customer service
and the quick service although you were busy

Me (member of staff): no problem

Customer: we’ll definitely be coming back again

Me (member of staff): good, would you like a sweet
Customer: no thank you can’t eat another thing

Me (member of staff):okay would you like any coffees or another drink
Customer: no thank you if we could just get the bill

Me (member of staff): ok sure I'll go and get that

Me (member of staff): here you are

Customer: thank you

(Customers paid for meal)

Customer: thanks again

Me (member of staff): its okay I'm glad you enjoyed your meals
Customer: we did and thanks for your help

Me (member of staff): it’s okay see you again soon

Customer: yes thank you, bye

The customers left satisfied with the good customer service, the quick service and the lovely
warm food and left a 5 pound tip and are coming again soon.
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Sitnation 4

A couple comes in for a romantic meal on Valentines Day. We cater for there every need
and make there night special and romantic by providing candles, music in the background,
delicious food and a gift for the Jady at the end of their meal. The couple appreciate the
staff at Cobwebs effort and leave a 5 pound tip.

Customer: hello we’ve booked a table for this evening

Me (member of staff): what’s the name

Customer: Ellis

Me (member of staff): oh yes over here, your table is ready

Customer: this is lovely with the music, candles and red balloons thank you for you
effort

Me (member of staff): its okay, hope you enjoy your evening

Customer: thank you

(let them sit down and look at the meriu and drinks menu)

Me (member of staff): would you like any drinks

Customer: yes please could we have two glasses of wed wine?

Me (member of staff):yes sure ill go and do them for you now

(I go and make the drinks, while they choose they look at the mem)

Me (member of staff): here are your drinks

Customer: thank you very much

Me (member of staff): are you ready to order you meals?

Customer: yes for starters we vauld like one prawn platter marie rose and one soup
Me (member of staff): okay would you like your bread with white or granary bread?
Customer: ummm granary plcasgi |

Me (member of staff): okay and main courses?

#
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Customer: two salmons please they sound delicious
Me (member of staff): okay they won’t be to long
Customer: ok thank you

Me (member of staff): is there anything you would like while you are waiting for your
meals

Customer: every things great thank you

(change the music to another romantic, peaceful soﬁg)

{10 minutes later)

Me (member of staff): here are your two meals

Customer: thank you it looks delicious

Me (member of staff): would you like anything ei§3e
Customer: yes could we please have a bottle of house red wine
Me (member of staff): yes 1 will just go and get that for you
Customer: thanks

Me (member of staff): here you are

(Pour the wine into their glasses)

Customer: thank you |

Me (member of staff): is everything okay, would §0u like anything else

Customer: no every thing is perfect, thank you. We apprec1ate the effort you have put in
to make our night special thank you

Me (member of stafl): it’s okay hope you enjoy your meal
Customer: thank you

(10 minutes later)

Me (member of staff): is everything okay for you

Customer: yes thank you, thanks for asking



Www.xtrapapers.com

(10 minutes later go to clear the plates)
Me (member of staff): was that okay for you
Customer: yes absolutely delicious

Me (member of staff): good, would you like a sweet from the cabinet, we have specials
on for tonight

Customer: there’s too many to choose form, but I think we’ll go for the chocolate gateau
Me (member of staff): would you like créme with 1.that

Customer: yes please

Me (member of staff): okay I'll go and get those fér you

(Go and get the customers sweets)

Me (member of staff); here are your sweets

Customer: thank you

(5 minutes later go to clear plates and take 4 rose and a surprise gift for the lady as a
special treat for valentines day)

Me (member of staff): here is a rose for you

Customer: oh thank you very much that’s very kind of you

Me (member of staff): that okay hope you enjoyed your evening
Customer: yes we did we had a lovely evening and the meal was gorgeous
Me (member of staff): good I'm glad you enjoyed it

Customer: could we‘ ji_lst have out bill now please we best be off

 (Go get there bill)

Me (member of staff): here you are

Customer: thank you

(Customers take bill to counter to pay)
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Customer: here you are and keep the change because you deserve a big tip for the effort
you all put in to make our evening special.

Me (member of staff'):oh thank you and that’s quite alright and you can take the
balloons if you’d like

Customer: oh yes thank you!
Me (member of staff): it’s okay see you again soon I hope
Customer: yes you will and thanks again it was appreciated bye

The customers left feeling very satisfied and left a five pound tip to show there
appreciation because we ensured that there needs were met and made sure there evening

was special by providing music, balloons and candles on the tables and a rose for the lady.
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Organisations use different ways to monitor the success of their customer service that
they provide for the internal and external customers. Organisations have to monitor
this because they can ensure that they are mecting the needs of their customers.

At cobwebs they feel that great customer service is one of the most important things
to make any organisations successful. Cobwebs ti'y to provide good customer service
like big organisations such as Alton towers, although Alton towers are meeting the
needs of a wider audience, people all over the world, whereas Cobwebs just have
local customers but they like to ensure they can get as many customers as possible.

By providing the best customer service the staff should have personal skills that are
appropriate says Timothy P. Bonomo who wrote customer service, which was about
better customer service, such as appropriate language, positive body language,
listening skills, clear telephone skills, self confidence and selling skills, which

LeserdcH  Cobwebs does. Also be presentable because then you present yourself better and staff

( 2.2 at cobwebs will make a better impression to there customers also this will have a

Lo direct influence on their own job satisfaction and the future success of the
organisation that employs them. Cobwebs do this by ensuring there staff have their
hair tied back, no Jewellery and a smart uniform wore by all members of staff, and
this impresses the customers also because they know they are coming into a pleasant
restaurant if the staff look clean and presentable.

By monitoring feedback from both customers and staff, an organisation is able to
adapt its products and/or services to changing customer needs says Allan Woods,
Lesley Hebron, Sally Bradley, the author of customer service book. Organisation use
methods to find out if customers are happy with the standard of customer service that
fejendlet  they receive from that organisation. These include informal feedback from

Ace .3 customers/staff, which is general chat with the customers after the meal; weather its
them commenting on the food or just the staff having a relationship with the
customers, this is good organisation do this because the customers feel comfortable
within the organisation if the staff are being easy to get along with.

Organisations do surveys of customers, staff and non-users, which is a good way to
montitor the effectiveness of customer service says Penni McLean-Conner, another
author of a customer service book. Organisation do survey on customers to see what
PESEARCH they would like in that organisation, also to see if there needs are being met.
Organisation do surveys on staff to see if they are satisfied with what they have to do
7038.$ within the working area. And the staff might have good ideas, which might make the
organisation better. The staff might also be able to identify weaknesses within the
organisation, which the organisation hasn’t picked up on, but from the member of
staff they can do something about the weakness to make the organisation better. Also
the staff might have hand on relation with the customers, therefore will know
customers needs, from a different angle. From a survey it would benefit the
organisation as they could change these things. Organisations would also dg survey of
non-users, which are people outside of the organisation who don’t use the
organisation, surveys could show what people would want in that orgamsa'tiogl.

>

N

Organisations use suggestion boxes this is where customers write down suggestions
and put them in the box that is available for them within the organisation, this is a
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good way to see what customers would like within the organisation and if the
organisation like the sound of some of the suggestions they can consider using them.

Focus groups is another method that organisations use this is a good market research
technique it is where 8 to 12 market participants are gathered in one room for a
discussion under the leadership of the boss. They discuss any problem that may of
ocewrred and this gives the people and opportunity to speak out loud.

Also observation, Observation basically means watching something and taking note
of anything it does. In most organisations it is the boss observing evervthing the staff
does.

Cobwebs uses some of the methods that are used by other organisations such as

suggestion box for there customers to write suggestions and put them in the box, the

good thing about this is that Cobwebs can monitor what customer would like to see

within the organisation if they consider the suggestions it will make the organisation

‘ : better because they are listening and considering their customers suggestions not just

0e| wAng | there staffs, However the bad thing about this is that Cobwebs may feel that they have
et ém' wiép to consider the suggestion the customer has made because other wise that customer
needs and suggestion hasn't been met. Although Cobwebs can’t meet all there
customers even if they do try there best because if one of the suggestions is very
expensive and Cobwebs doesn’t think its relative then they can’t possible just
consider it just for that customer.

Cobwebs also provide informal feedback from customers/staff. After the meals
Cobwebs goes round to the tables and ask if everything was okay and normally the
customers comment on the food then have a easy chat with the staff. Cobwebs like
there customers to have an informal chat with the staff, this is because they like to
staff to have a close relationship with there customers, this is also a way they get
regulars. It is good Cobwebs chat to their customer because it would make them feel
more comfortable and they would appreciate that cobwebs staff are making an effort
with their customers.

: What cobwebs could do that other organisations do is surveys. They could do survey
(. = of customers to see what they like and dislike about the organisation and if they have
' any improvements. Cobwebs could see form the surveys and they will know what
there customers thing, which is good but if the surveys came back and the customers
weren’t pleased with Cobwebs and they were meeting that customers need then
Cobwebs would have to try and do something about this and if they didn’t then they
%MM@VO‘MM would loose customers. They could do_surveys for the staff, this would be good
' because they could see what there staff are happy with and what there staff is not so
happy with and could change it. Also do surveys for non-users because then Cobwebs
could find out what they would like, this is good because if a non-users did the survey
they might consider going to Cobwebs if they think that what they suggested
Cobwebs do, they might actually do it and thev would go to the restaurant to see.

Cobwebs boss tries to observe what the staff are doing correctly and what they aren’t
doing as good. But what cobwebs could do is observations, the boss sets out
principals, which staff are expected to meet, the staff are taught how to answer phone
properly, how to take bookings, how to take orders, provide the correct customer
service etc, by using observations the boss can check and make notes of the staff to
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see if they are doing it correctly or not, making notes would be better than just
checking round because then the boss can make sure they don’t forget to tell the
member of staff if they are doing something wrong. And if there not it can be
changed. This would improve the staff’s knowledge within that orgamsatlon and
overall it would make the organisation better.

External customers

It is very important Cobwebs meet the needs of the external customers, as these are
the paying customers. Without the external customers there would be no business that
is why excellent customer service is required.

The ways Cobwebs monitor the success of their customer service is by having a
complaints book, comments book, training there staff how to use the telephone etc
and train there staff to have good listening skills, polite etc,

(- Cobwebs have a complaints book to look at the success of there customer service
o because if there isn’t any complaints left in there than cobwebs know that there
meeting the needs of the customers and what they are doing is correct. However if
there are quite a few complaints left in there then cobwebs will have to look further
into the problem and try and sort the problem out. This is good because they are
!Q‘.’NTIWING looking at what the customers wants or solving something that could make their
YETHNDS LUED organisation better. Although the complaint books there for people to complain, a lot
of people don’t put forward there complaints as they feel nothing will be done about it

ANMD EVARUMTED so 1t will be a waste of there time, However, cobwebs do, do something about it and

( wants people to put there complaints forward if they have one because then the
organisation can put right the problems and the organisation wiii be betier because
there will be fewer problems because they would of dealt with them. A complaints
book 1s a good way to monitor the effectiveness of Cobwebs customer service.
However the negative thing about a complaints book is that some people might be
afraid to complain, therefore won’t but Cobwebs Tike people to write what they think,
as they can see what is being complained about and sort it out. But some customers
- might not want to hurt the staffs feelings or the anonymous ones might not see the
o point because they might not thing something will be done about it and if its
anonymous then cobwebs can’t get in touch with that customers, so this is a negative
thing about the complaints book! Formal

Cobwebs also have a comments book; this is where customers can write a comment in
here after they’ve been to Cobwebs. This is a good way because the customers don’t
have to write who the comment is from so if they want to write a bad comment they
can because the staff wont no its them who wrote it, this is good for some customers
as they like to keep there complaints or concerns anonymous. This will give cobwebs
a rough idea of what the customers aren’t happy with and they can put that right. If
the customers Ieave good comments then Cobwebs will know what the customers are

happy with.

When a bad comment is made customer either in the complaints book or the

comments book Cobwebs do there very best to change it and make it right. If a

customer who complains leaves their number, name or address then cobwebs should
get in touch with that customer to apologise about the complaint which they had just
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made and also to let them know that the complaint has been dealt with and explain
how they dealt with it, this is good because then the customer will know cobwebs care
about what there customer concerns are and do consider to do something about it, this
might also make the customer want to come back if they know that their compliant
has been dealt with.

Another way Cobwebs monitor the effectiveness of their organisation is profit. They
check this at the end of every day then again at the end of every week to see how
much profit they got that week. If they made less profit then the following weeks they
will know something’s wrong and need to check why that is but if they’ve made more
or the same amount as the other weeks they will know that they are doing well and
there customer service is keeping there customers. What Cobwebs could do is make is
instead of just looking at the profit lost or the profit gained they could make a record
of the profit each week on a database, this would be good because they can monitor it
better if its on the computer each week.

A good thing that big organisations do to monitor the effectiveness of their customer
service is questionnaires and internet resources. Questionnaires would be good to use
if they mentioned questions about what people think is good and bad because then
Cobwebs will know what bad things there are that need to be improved and what
good things there are.

This happens in big organisations such as Alton towers, these organisation do this so
Cobwebs could consider doing this also because although Cobwebs is not as big as
the organisations that use these things to monitor the effectiveness the can monitor
there customer service with the customers they do have to make them a popular
restaurant.

Internal customers

Cobwebs don’t only provide good customer service to the external customers but the
internal customers to. It is important to provide good customer service to the internal
customers, as these are the people that provide good customer service to the eternal
customers.

By providing good customer service to the internal customers it will create a good
working environment and a nice atmosphere in the work place. it will also bring a
goes relationship towards the staff and the manager.

To monitor the effectiveness of the customer service they provide to the staff they can
see by how many employees they have and how long they have worked at that
organisation for. If staff come and go every month then Cobwebs would know that

they are not providing good customer service to the employees but because the staff
stay and have worked at Cobwebs for a long time they know that they are doing
something right and they must be providing the internal customers with good
customer service too.

They provide their internal customers the training they need. This is meeting the
needs of both internal and external customers because if internal customers are
confident they know what they are doing they will give good customer service to the
external customers and the external customers will benefit from this as they are the
ones who will be receiving such excellent customer service from the staff.

ol
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They train there staff so they are 99% sure what they are doing, for example if the
member of staff is a waitress at cobwebs the manager will tell them exactly what to
do, where everything is and train them on the till so they are confident they know
what to do. They also train the member of staff clear telephone skills for when they
answer the phone, this is important the staff learn this because if the answered the
: phone rude or speak so it’s hard for the customer fo understand the customer on the
EVALUFFTING  phone will not be impressed and may complain. So it’s important to have clear
weTHss /R, telephone skills. Also good selling skills for example if a customer wasn’t sure what
/ AW@FZNM\ . some of the food is on the menu the staff at Cobwebs have to be able to know what
- the food is so they can tell the customer and sell the food by telling them how good it
CUSTOMELS . 55 To monitor the effectiveness of the training they give to the internal customer is by
the complaints if nobody has complain about them they know that the staff are giving
good customer service and aren’t doing any think wrong.

They also train their staff a range of personal skills to make them better in the job and
(" therefore will therefore give good customer service because they know what they are
doing. Such as positive body language, this is good because a customer could
complain if the think the member of staff is giving negative body language. Listening
skills because if a customer wants to talk to the member of staff about a requirement
they would like or a complaint etc then the member of staff at Cobwebs must listen to
what the customer has to say because they customers would get impatient and angry if
the member of staff wasn’t listening. Appropriate language because they are talking to
paying customers so therefore Cobwebs has to make sure that they are polite and
don’t use inappropriate language.

~By traming there staff as to what they have to do it will make them feel confident,
which is a positive thing because if they are confident they will fell confident giving
good customer service. If they weren’t confident that could be an issue, as they
wouldn’t fell confident enough to provide good customer service to the customers
because they wouldn’t know what they are doing.

What they could do

f What cobwebs could do to monitor the effectiveness of the customer service they're
giving to the internal customers is use appraisals. This is where the members of staff
have meetings with their manager and discuss what they enjoy, what they don’t enjoy
and how they think they are doing. This gives the staff and manager a chance to bond
L and get to know each other and can see if they are providing the staff good customer
MWE service if not this is the chance for the internal customer to say. Also if there’s any

o problems this is a way the staff at cobwebs could tell the manager and the manger
could fix it.

Or cobwebs could hold meetings for the internal customers to have a chat with the
manager to discuss what they are and aren’t happy with and it can be fixed. This will
also provide close relationships within the work force and if an internal customer
doesn’t thing they are getting good customer service they ca mention it and that can
be dealt with.
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Most organisations like Cobwebs continually moitor the quality of the customer
service the organisation provide. This is because they have to make sure they are
meeting the needs of their customers and meeting their expectations to ensure they
come back. Cobwebs are a friendly environment therefore the staff provide friendly
service. Cobwebs are a cosy restaurant and makes people feel at home, which is what
people like because they feel comfortable eating there. they treat both regular and
local customers with respect and meet all there needs because the locals will then
become regulars if they meet there needs.

Strength

/Great value for money
/)?\ehabﬂity

/:ngh standards

ﬁealth and safety
Provides complaints book and commerits book

]

. //% giene
s /Quick service - maintain this level, even if there busy
Customer policy

Great value for money

One thing customers likes about cobwebs is that it is good value for money. On
Sundays they offer 3 course lunches for only £12.95, which is very good value for
money, as the portions are big and delicious. Also the meals and snacks are at a
reasonable price and are worth every bit of money. Tt is an affordable place to eat this
is why it I very popular.

tf\/mmm Rehablht}_r

ELNIE AINGPIAA strength about cobwebs is that is it very reliable restaurant. When they promise the
customer something they mean what they say and don’t let the customer down. They
write down the orders on a piece of paper 10 take to the chef so they don’t mess up the
orders and as soon as a customer books they write it in the book straight away before
the member of staff forgets. Customers can also rely on Cobwebs 1o be open because
it’s open 7 days a week. Cobwebs also have the same menus so if customers only go

because of the fyey can rely on Cobwebs to have the same menus.

High standards

One of cobwebs strengths is there high standards. This is good because then staff can
work up to the high standards. Also new employees will know what standard they are
expected to wotk to. But if the staff doesn’t reach these standards then the manager
will have to have a word to see why they are not meeting the expectations.

Health and safety
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At cobwebs they ensure there customers and staff are safe. They ensure there
customers are safe by always checking up on them and if an OAP comes in a member
of staff takes them to their table. Also there’s enough room around the restaurant so
there’s nothing in the way to cause accidents. They ensure that there staffs health and
safety is met by making sure they have no jewelléry on, this is so they don’t chock
themselves or get in the way when they are busy working. Also the female staff at
cobwebs has to wear tights, this is because when dealing with hot water it may splash
onto the staff legs and burn but if the staff have tights on it won’t burn. Also the
temale staff have to have there hair tied back this is to keep it out the way and no
jewellery on. All the female staff where the sanie uniform, this is so it looks neat and
tidy, which will give the restaurant a good name also the customers will be able to tell
the difference between the customers and the staff.

S

roviding a complaints and comments book

C - This is a strength because this gives the customers an opportunity to write in the
- commerts book the good and bad things and in the complaint book, their complaints.
o Cobwebs monitor there feedback, if it’s a good thing they continue doing it, however
EvALLIFTION if it’s a negative thing they do there best to try and put it right to prevent that customer

Waustomel from leaving another complaint or a bad comment.
WPZJNCI§
iene

Cobwebs make sure that their staff has hygiene. This is why all staff have to have
there hair tied up not just for there safety but also because of hygiene because there
nnnnnnn 13 om i1 Tr tho otaff arm e

' N af 4l
hair could 0 ih1 1ac food and customers will think the 3iair are very u)’gluuu i1 Uasic

hairs tied up instead of all over the place.

Quick service

- What customers love most about cobwebs Is that the service is always quick. Even if
L they are very busy one ay the service is always quick. In the week during lunch time,
C Cobwebs get a lot of business people come in for lunch and its normally the same
every week this is because they can rely on Cobwebs quick service and if they go
there during there lunch break they will know that they will be out within an hour in
time to go back to work. They always maintain that level, even if there busy.

Customer policy

Cobwebs customer policy is ‘customer always right’. If a customer complain or isn’t
happy about something and even if they are wrong, Cobwebs staff never argue against
what the customer says because it will make them unsatisfied and angry., which
Cobwebs doesn’t want

Weaknesses and improvements

' S / uld have a website to encourage more people to come
MPLNUEXTS //? Y

lore advertising around town
o suggestion box
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-praise book
. /ﬁ.;t very big

Cobwebs only attract local people from Evesham to the restaurant, which isn’t very
good because they should try and attract people from villages not just Evesham. And
because the restaurant is down an alley way so a lot of people doesn’t no it’s there,
they need to make themselves more obvious by having a website so people can view
what the have to offer there customers and see what days they can book.

Also because it’s down an alley way not many people know its there, so it’s not as

busy as what it could be. They could improve this by advertising there restaurant

around town so people know about it,

Although Cobwebs is a successful organisation there are a few improvements they

could do to make their restaurant even better. A lot of organisations have a suggestion

box, this is so they can see what there customers want to see and don’t want to see

within that organisation. Cobwebs don’t do this but if they did have a suggestion box,

. customers could write in suggestions, this would be good because cobwebs could

, Lﬁ& Tl @Vj consider the suggestions and maybe include them in the restaurant.

foe They could also have a praise book so when customers are about to pay if they are
MPROVEMEN TS very pleased about the chefs cookmg or a certain member of staffs good customer

: service, the customer could tell the person who is near the praise book to write it in.
This would be good if Cobwebs done this because then when the manager looks at the
praise book she can see which staff are doing well and pleasing the customers.

Cobwebs have quite a lot of big families booking tables especially special occasions
e.g. people birthdays, mother’s day, Christmas eve and day etc. and this makes the
restaurant a bit cramped as it isn’t that big and the people who have booked a table for
fwo can't have a peaceful mean as they can hear everything the big families are
saying. What cobwebs should do to improve this is have two sittings one sitting for
the big tables and a sitting later for the smaller tables e.g. tables of 2 or 3 people. This
would be a good improvement as the big families won’t have 1o Teel bad about being
( loud and the smaller tables can have an enjoyable peaceful lunch or dinner.

Most organisations ensure they provide good custormier service because with good
j?mer service it will improve the organisation because of:

creased sales, with good customer service they will gain more service and

therefore they will gain more profit and increase sales. And by Cobwebs proving
excellent customer service it will mean that there ales in the restaurant will increase as
more customers are walking through the door.
«More customers, with good customer service, this will make people want to come to
the organisation as they like the way they get treated. At cobwebs the customer
service they give not only makes that customer want to come back because they are

ENAT oF satisfied but also it will bring in more un use customer through ‘word of mouth’

080 CUIT. 4
J&lvices proved public image and an edge over the competition, if organisations standards
[ of customer service are high, there public image would be excellent therefore they

wouldn’t find there competition a problem. This is also why Cobwebs makes there
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[ customer service high because with a high standard it will get around and there public
; image will improve and people will want to come to Cobwebs instead of any other
BeNeATE & restaurant, this is good because they wont be worried about there competition and
230 Cusl. instead of spending time trying to beat there competition some organisations get in the
- : habit of cobwebs can just spend time on pleasing there customers, which is the most
V2% ;6 important thing they can do.

Also by providing excellent customer service, the organisation can ensure it has:

- A happy and efficient workforce, by the organisation providing excellent customer
service not only to the customers but to the staff as well the workforce will be
satisfied so therefore they will be happy and will be capable to provide good customer

Lo the customers. This is why Cobwebs think it is important to meet the needs of the
staff as well because if there needs are not met then they won’t be able to meet the
customers needs and there workforce won’t be as efficient, this is why it is important
Cobwebs meet the needs of their internal and external customers.

- Satisfied customers, if organisations satisfy customers they will want to come back
again as there needs are being met so therefore they will be satisfied. Unsatisfied
customers means loss of customers, which most organisations such as Cobwebs
would want to avoid by avoiding this they provide a high standard of customer

. ﬁp service.

/& However there are a lot of consequences that an organisation can face if standards of
i customer service are below acceptable. For example if cobwebs didn’t meet the
sta}ldards of good customer service these include:

/Loss of customers; because customers won’t want to come back to Cobwebs if the
customer service if poor, therefore gradually they will be loosing customer, which
they can’t afford to do because they like to keep as many customers as possible, this is
why it is important for them to keep there customer service up to the best standard

p?i‘oie.
( -Poor public image; this wouldn’t be good for Cobweb because they would get
themgelves a bad reputation and therefore customers won’t want to come to the

bW restaurant.
¥ &RD
7. JeME VUnhappy and less efficient workforce if the customer service isn’t good, which
' could be a problem as this would lead the staff wanting to leave if they are not happy
‘ also if there not efficient they won’t be good at there job, which means they won’t be
providing good customer service either.

fvé)ss of customer loyalty; as customer won’t want to come to the restaurant customer
- loyalty will be going down the drain as Cobwebs won’t be able to rely and depend on

there,customers.

A) without good customer service there will be dissatisfied customer who will
want to go elsewhere where there needs will be met. And Cobwebs wouldn’t want
<7 there customers to go elsewhere this is why they have to satisfy every customers

4 needs.
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Providing excellent customer service is one of the most popular things in an
organisation such as Cobwebs because without it then organisation wouldn’t be able
to run smoothly because the customers would want to find somewhere lese to eat if
Cobwebs didn’t meet there needs. This is why Cobwebs do there up most best to
ensure that every customer and every member of staff is happy and there need are
met, to prevent these problems form occurring.
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