Running Head: BT CASE STUDY		1
BT CASE STUDY		4












BT CASE STUDY
Name
Institution 
Date
[bookmark: _GoBack]
BT Case Study Synopsis
	BT, a telecommunications company in Britain still trends besides being a monopoly. Operating in an industry filled up by other small rivals who offer same services at reduced prices, this company has fought hard to not only enlarge its market share but maintain its existing customers. 
	Through a specialized customer care and offering quality services, the company has been able to go over the stiff competition. The company has prioritized customers in its value proposition which has led to offering quality products that are non-comparative. Being not able to compete solely on its pricing strategy, the company devised a programme termed as the “right first time.” This programme, according to its application, has dwelled so much on data obtained from customers in relevance to the services they get. 
Examples of the data that this company has used to liberate their clients from poor services and other issues include; the frequency with which a customer will abandon a call as s/he wait on hold for an attendant to heed to an order, the percentage of visits that a company’s technician will make to align things, the days a customer takes to make a request after billing and before the 28th day, and number of complaint calls made after service issues have been made. What the company focuses on is largely customer service. The level of satisfaction for each and every customer is what makes much sense to the company. This is the only way BT is able to build a repeat business, thus, maintaining its market share. 
This programme does not only tell about customer care alone. It is also a strategy that reveals loopholes in the employee base. When client complaints are high, indicated by the “right first time,” data, employees are falling short of their duties. The company thus addresses the problem appropriately and through the programme, these customers are redirected automatically to better staffing personnel with immediate effect. 
The data used for this programme is obtained from a number of sources as Mark Ogden, BT’s information director alludes. The programme has been so helpful to the company as it has reduced complaints and customers have become comfortable with their bills. This way the company has continued to grow. 

Part II
Describe what and how data was collected by each company
	The BT Company is seen to dwell on customer data from the case studied. The data collected was on various aspects that concern customer services in the company. To start with, data on the company’s assets was collected. This data was obtained from the company’s Balance Sheet where each and every asset is entered there with its corresponding market value as of the day of transaction. Data on customer inquiry has been collected as well. Every inquiry made through a call or a visitation is entered in a certain book and this is where the information came from. Again reporting made with the corresponding bookkeeping processes was vital in singling out some relevant data for this purpose. Customer satisfaction was studied through customer complaints’ data. 
Analyze the effects of the data collection and use.
This data was collected with a purpose to gauge the level of customer satisfaction which appears as the only strength that BT Company dwells on. Much of the data collection engaged the employees at large. Despite the fact that the company administration implemented the RFT programme as an entire company strategy, the process through the achievement of the results of the programme appears as a scrutiny to the workforce. This demotivates them especially when they view things in their individual eyes rather than taking the prompt as organizational. Analysis of the data will affect the employee’s productivity, either positively or negatively depending on the results obtained. For instance, a high percentage of complaints will negatively affect productivity and especially when strict interventions are to be proposed to offset the problem. A positive impact would be reduced complaints which is an advantage to the company and its productivity increases. 
Predict what would have happened if the companies had not collected and analyzed the data.
If data was not collected, business could just be as usual – “doing business for the sake of it.” Under such a situation, it would be difficult to tell the problems that clients undergo and in effect, the company’s survival would be compromised considering the much competition it is facing in the market of its jurisdiction. Failure to analyze the data would be a total loss to the company having spent quality time collecting the data. Analysis results to concrete conclusions that need the adherence of straightforward recommendations to grow the business to the place it needs to be. 
