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MERCHANDISINGCustomer serviceM.5.

CUSTOMER SERVICE

Delivery targets are important, but the quality of

the experience (convenience, packaging, ease ofunpac ng an assem
ng etc may e even moreimportant.
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is of little benefit if at our competitors' establishment

they are never kept waiting.
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MERCHANDISINGCustomer serviceM.5.

CHARACTERISTICS (I)

Identifiable, but sometimes intangible activities taken

Attributes of personnel who interact with customers

(politeness, knowledge) and number and variety of extras
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Have a strong

impact on contribute to

retailer is

perceived by

yoDeJuanVi consumers an

others.
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MERCHANDISINGCustomer serviceM.5.

CHARACTERISTICS (II)

When customers evaluate retail service, they compare

their perceptions of the service they receive with their

Customers are________ when theperceived service meets or
exceeds

Customers are________ when

ara

y

their expectations

yoDeJuanVi cus omer may e sa s e w ow eve s o ac ua

service in one store and dissatisfied with high servicelevels in
another
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MERCHANDISINGCustomer serviceM.5.

CHARACTERISTICS (III)

erv ce ue o s n ang y s o en ar o measureand to evaluate
accurately

perceptions of service quality

Customer evaluations of service quality are often based on

the manner in which store emplyees provide the service
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CHARACTERISTICS (IV)

Reliability Tangibility

Cues used to
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CHARACTERISTICS (V)

standardization

involves requiringservice provi ers tofollow a set of rules
andprocedures when

providing service

ara

y

customization________

encourages service

providers to tailor the

yoDeJuanVi

service to meet eachcustomers personal
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MERCHANDISINGCustomer serviceM.5.

MEASURING THE GAP

Most retailers have a 'Gap' - the difference

between the promise and the actual delivered

Most organisations involved in customer service-

.

people being only human do not always performto
specification.
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Customer service measurement is largely'
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MERCHANDISINGCustomer serviceM.5.

MEASURING THE GAP

It is often impracticable or uneconomic to eliminate

the 'Gap' entirely, so it needs to be identified and

Managing the 'Gap' may include:

.

1. proactive customer relations,

ara
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extraordinary action

3. fallback operational arrangements such as

yoDeJuanVi re e uses or s an y ra ns.

But if the 'Gap' isn't monitored or measured it can't beM manage
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Retail Customer Service

Knowledge Gap: knowing what the

Standards Gap: setting service goals

Delivery Gap: meeting and exceedingservice goals

aray

Communications Gap:
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Retail Customer Service

os ng t e now e ge

. us omer researc

.and customers

aray

3. Better communications between
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Retail Customer Service

os ng t e now e ge1. Customer research

Comprehensive Studies

Gauging Satisfaction with Individual TransactionsCustomer Panels
and Interviews

aray

Interacting with Customer
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Feedback from Store Employees$M
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MERCHANDISINGCustomer serviceM.5.

Retail Customer Service

os ng t e tan ar s

. g qua y serv ce comm men2. Define the role of service
providers

3. Innovative solutions4. Set service oals

aray

5. Measure service performance
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MERCHANDISINGCustomer serviceM.5.

Retail Customer Service

os ng t e e very

.2. Instrument and emotional support

. n erna commun ca ons4. Reduce conflicts
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5. Empower employees

6. Providing incentives
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MERCHANDISINGCustomer serviceM.5.

Retail Customer Service

os ng t e e very

5. Empower employees

Benefits to Managers

Stimulates initiative Provide uidance to

aray

Promotes learning employees
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Teachesresponsibility

the challenge
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MERCHANDISINGCustomer serviceM.5.

Retail Customer Service

os ng t e ommun cat ons

1. Realistic commitments

2. Managing customer expectations
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MERCHANDISINGCustomer serviceM.5.Gaps Model for

Improving Service Quality

Gaps Model forImproving Service Quality
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TYPES OF CUSTOMER SERVICE

Credit

Delivery

Baby-sitting Play-place

Fitting-rooms Beauty salonGift wrapping

Complaints

Fur storage Shopping bags

In-store information counters

Gift certificates

Bridal registry

Special sales for regular customers

Extended store hours
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Water fountains

Pay phone

Interior designers

Personal shoppers
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Baby strollers

Restrooms

Language service

Tax refund

M
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RETAILERS-GENERATED CREDIT CARD

fee it would have to payfor outside card sales
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ay Attractive card design
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DELIVERY
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GIFT WRAPPING
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COMPLAINTS
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Customer serviceM.5.

GIFT CERTIFICATES
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BRIDAL REGISTRY
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PAY PHONE

BABY STROLLERS

WATER FOUNTAINS
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BABY-SITTING
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MERCHANDISING

Customer serviceM.5.

SHOPPING BAGS

As a package(*), serve the utilitarian purpose

merchandise bought in retail establishmentsof all kinds

Besides having functionality, can also be

aray

,symbol, a collective and a work of art.

yoDeJuanVi

This is especially the case with brandedshopping bags.

M

(*) Shopping bag can be used interchangeably with the terms
package and packaging andretail shopping bags, (paper &
plastic) are a type of secondary packaging.
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Customer serviceM.5.

SHOPPING BAGS

Usually, consumers use shopping bags

the merchandise, but also for otherpurposes.

To Use or reuse as wrapping paper for gifts

aray

This ives the manufacturers and retailers

yoDeJuanVi

extra exposure of their bags, especially thosewith a logo

M

Prendergast, Wai, Lee (2001) Consumer Perceptions of Shopping
Bags Marketing Intelligence &Planning, 19, 7 pp. 475-481,
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OTHER CUSTOMER SERVICE
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Customer serviceM.5.

MERCHANDISING

M.1. Communication methodsCONCLUSIONS

Retail image

Design of a store

M.2.

M.3.

When making merchandise

presentations decisions, retailersPhysical environmentM.4.

M.5.

through the customers eye

Customer service

with customers and examine theconcept of retail image

a

ray

How retail store image is relatedto the atmosphere it
creates

yoDeJuanVi

Ways of encouraging customersto spend more time shopping

M
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GENERAL CONCLUSION

The retail environment must

match the mood and motivation

the fixture to the adjancencies,product mix, shelf edgewa
ways

a

ray

we are doing as a shopper

yoDeJuanVi

is doing to the shopper

M





					
LOAD MORE                                    

            


            
                
                

                

                
                
                                

                                    
                        
                            
                                                            
                                                        

                        
                        
                            The retail marketing mix and the retail product - FTMS - Retail Marketing... · The retail marketing mix and the retail product ... “Category management is related to ... strategic

                            Documents
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            Retail -  Peru Retail - Que es Retail

                            Retail
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            Mk Distribucion Retail

                            Documents
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            【STW】エス・ティー・ダブリュー（seiyu technologies-group … · 2013. 5. 2. · MK-300P & MK-350P 3TON 3.5TON MK- MK- MK- 30 30 30 o MK- MK- MK- M K — 3500 100 3Ë

                            Documents
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            Retail Design Eficiente - Tecnología en Retail

                            Presentations & Public Speaking
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            Trettondags Racet Sorted on Laps...Valdres SSK SMK Söderhamnsavdelning Hemnes Mk Team Walles MK Gargnäs MK Lingheds SK Njurunda MK NOR Singsås MK NMK Melhus Tväråns Intresseförening

                            Documents
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            Миникотельная ZOTA ”МК”€¦ · Модель котла zota –3 «mk» zota –4,5 «mk» zota –6 «mk» zota –7,5 «mk» zota –9 «mk» zota –12 «mk»

                            Documents
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            M.K. Retail Bangalore - Retail Marketing

                            Retail
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            1. Retailing, Wholesaling - gs.utcc.ac.thgs.utcc.ac.th/mk/0 57 Retail/Class/Ppt Retailing Stgy - Ps.pdf · 2.1 ตวแทนขายั (Selling agent) ... (Rack Jobber) 3. 

                            Documents
                        

                    

                                    
                        
                            
                                                            
                                                        

                        
                        
                            Ls retail   vn retail

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Mk Serviciilor-III Mk

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Evolution MK-4 Series Getting Started€¦ · 初級編マニュアル MK-425C MK-449C MK-461C www evolution.co.uk EVOLUTION M-AUDIO J A P A N - 1 - Evolution MK-425C/MK-449C/MK-461C

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Bumper Catalog - Aranda Truckarandatruckacc.com/wp-content/uploads/2020/06/Bumper... · 2020. 6. 2. · rd690 14" & up mk-044 mk-047 mk-050 f_700 mk-035 mk-038 mk-041 interstate rd688

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            INFLUENCIA DE ELCONTRATO SOCIAL DEJUAN JACOBO …

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            etail 2015 - Retail 2015 - Retail 2015 - Retail 2015 - …etail 2015 - Retail 2015 - Retail 2015 - Retail 2015 - Retail 2015 - Retail 2015 - Retail 2015 Retail 2015 - Retail 2015 -

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Om Astra Kta-2685 6-Mk Eu My13 Ed0812 18 Mk Mk Online

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            MK – Marijampolės kolegija – MK – Marijampolės … · Web viewKolegijos strategija ir jos įgyvendinimas Marijampolės kolegijos (MK) veikla vykdoma vadovaujantis MK strategija,

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Future of retail total retail 2014

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            EELITELITE SSERIESERIES 2017 2017 RETAIL RETAIL

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Acqua retail retail survey gennaio 2015

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            BINCKBE DE - Amazon S3...CV MK WM CV WD MK MK MK MK MK MK MK MK MK MK WM CV WM WD CV WM WD CV WM CV WD WM CV WD verdieping 3 3e tot 5e verdieping (huur) De plek van de balkons verschillen

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Proposta Retail. 1. Breve Storia Proposta Retail   

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            04b Retail Mk Dejuan

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Russian retail-online-retail 2013-1-q-2014_rus_publication_v1

                            Automotive
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Mida Retail - L'evoluzione del retail

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Pompom Director Mk.1 or Mk - Pontosmodel.compontosmodel.com/manual/23009f1-page4.pdf · 2017. 3. 15. · Pompom Director Mk.1 or Mk.2 Pompom Director Mk.1 or Mk.2 (Brass 21B) Title:

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Nomenclatore Per Fucili N4 MK-1 MK-1T e MK-1 - 1948

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Multifuncionales B/N descatalogados, Consumibles en vigor · TASKalfa 250ci MK-865A 072JZ8EU MK-865B 072JZ0UN TASKalfa 3050/3550ci MK-8305A 072LK0UN MK-8305B 072LK0U1 MK-8305C 072LK0U2

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            8.Retail Management Systems Resumen Retail

                            Documents
                        

                    

                                    
                        
                            
                                                            

                                                        

                        
                        
                            Techno Retail - l'expertise SI retail

                            Retail
                        

                    

                                            

        

    


















    
        
            	About us
	Contact us
	Term
	DMCA
	Privacy Policy


            	English
	Français
	Español
	Deutsch



            
                

				STARTUP - SHARE TO SUCCESS

				            

        

    















