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The importance of excellent customer service
Customer service is concerned with looking after customers but it is a very general definition. The components of customer service are set out in Figure 1.1.


Figure 1   Components of services
Customer service is very much a team effort and it is vital that all members recognise the important contribution that they are expected to make. This is why many travel and tourism organisations provide staff with training in customer service skills.
Providing excellent service is an important part of everybody´s job. It is particularly important in the travel and tourism industry, as there are many organisations which provide similar products or services and it is often the quality of customer service which distinguishes from another. Good customer service leads to customer loyalty, which in turn increases repeat business.
Most major airline operators offer incentives for regular customers, for example. They might offer free tickets, special check-in facilities and first class seats.
The term customer service includes all the elements of the customer interface and includes all direct and indirect contact with customer as well as the products, services, systems and strategies that support the customer service process. The attitude and behaviour of staff is the foundation of all excellent customer service. It means that staff really have to care about their customers and try to anticipate and satisfy their needs. To achieve this, staff need to be able to put themselves in the position of their customers and see the service from a customer´s point of view.
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Activity
How would you feel if you were kept queuing for half an hour?
What would your attitude be if your train was late?
How would you react if a waiter was impolite?
What would you expect staff to do and say in any of these service situations?
Customer service is the most important part of a travel and tourism organisation´s business because, without customers there would be no business.
But what are the specific benefits to an organisation of training its staff in good customer service skills? There are many but seven key and interlinked benefits can be highlighted:
· Increased sales
· More customers
· A better public image
· An edge over the competition
· A happier and more efficient workforce
· Safisfied customers
· Customer loyalty and repeat business.
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components of customer service


meeting customer needs


caring for customers - internal and external


meeting customer expectations


maintaining security


maintaining safety


achieving customer satisfaction
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