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The Coca Cola Company

The Coca-Cola Company is a multinational corporation that was founded in the US in 1892. It manufactures, retails and markets nonalcoholic beverage syrups and concentrates. Its flagship product, Coca-Cola, was invented in 1886 by pharmacist Pemberton in Atlanta, Georgia, which is its headquarters. Upon the invention of Coca-Cola, Pemberton sold it as a medicinal beverage. However, that changed in 1892 when the company was founded. The brand gained massive traction, and in 1892, it was being sold in every state within the US. It started expanding to international markets and is presently available worldwide.  

Importance of Customer Service to Marketing, revenue, customer base, and product sales

Reasons Customer service is important to marketing

Customer service refers to the practice of taking care of the needs of the customers through the provision and delivery of professional, useful, and high-quality services and assistance before, during, and after a client's needs have been met. Marketing, on the other hand, refers to the actions, which an organization takes to promote the buying or selling of a service or product. Customer service is critical in marketing. When the needs of clients are taken care of through the provision of high-quality products and services, the probability of having return clients increases. Customer service is thus a way of promoting the buying of a good or service. The perception that customers form about a company's brand, products, and services influences their purchasing decisions. Excellent customer service leads to a positive feel or perception of a company. Customer service plays the role of assurance for prospective customers and reassurance for existing customers in marketing (Performance in People, 2016). The sales and marketing teams may effectively do marketing, but if customer service is poor, then those customers will not return to make repeat purchases because of the perceptions they formed as a result of poor customer service. When customers are treated well by a company, meaning excellent customer service, the probability of them referring other clients to buy the products or services increases.

Reasons Customer service is essential to revenue

Customer service may increase or lower the revenue that a company gets. Excellent customer service will increase customer loyalty, meaning the frequency of purchases from a customer increases (Cook, 2017). That implies that the revenues of business will grow. Great customer service also generates positive word of mouth about a company. That means that it is a form of marketing that increases the number of customers in a business. An increase in the number of customers means more sales for the business and more referrals. The result of the rise in sales is an increase in revenue for the company. On the contrary, poor customer service will lead to reduced return clients, which means a reduction in sales. Revenues will, therefore, decrease. Referrals will also decrease, and the business may generate negative word of mouth. The consequence of that is reduced revenues for a company. Therefore, customer service is critical to the revenues of a company.

Reasons Customer service is vital to the customer base

Customer service is critical to formation of a good customer base. An organization that has excellent customer service increases the loyalty of the customers. Customers who are treated well will remain faithful to a brand because of the perception that they generated as a result of the positive experience. Excellent customer service also creates positive word of mouth about a business and hence increases the customers of a company. When an individual gets a positive experience about a company, the probability that they will spread the positive news or refer other people to the business increases (Cook, 2017). On the other hand, negative customer experience is bad for business. A business may lose clients due to the bad experience, and referrals from the existing clients may be limited. Therefore, excellent customer service is necessary for a company and should be taken seriously to build a strong customer base and avoid losing clients.

Reasons Customer service is important to product sales

The importance of customer service in generating sales cannot be underestimated. Sales for a company will increase when clients get a good experience when interacting with the company. Return clients will also increase when the services before, during, and after the purchase of a product were excellent. Referrals and positive word of mouth as a result of excellent customer experience also increase the sales of a product (Performance in People, 2016). The reverse is also true. When customers get poor customer service, product sales will decrease. Excellent customer service helps a company to stand out and have that competitive edge over the rest. A company can know its customers well through interactions. Excellent customer service means interactions between the company and its clients are present. A company, therefore, gets to understand the needs of the customers better and ensures its products or services satisfy those needs. Therefore, customer service is critical to product sales of a company.

Customer Service Program for Staff

Customer service is the chance for an organization to connect with its clients, receive feedback and concerns from those customers, and address those concerns. When a company has an excellent customer service team, its revenue, customer base, and product sales will increase. It is thus necessary to train the customer service team to ensure they give the clients a great experience. Customer service programs for staff may include describing quality customer service, educating the staff on excellent customer service and its importance, teaching them the skills they need, and having regular training to refresh them, and evaluating customer service regularly (Europe, 2017). 

Describing what customer service is, particularly excellent customer service, is the first step. The staff should understand what quality customer service entails for them to offer the required quality services. This step is necessary because the company might be having new staff who may not be familiar with what quality customer service entails. Some of the features of excellent quality service include humility, great customer service skills, patience, and good listening skills among others. 
The next step is making the staff understand the importance of providing quality customer service. They should know that excellent customer service will increase the sales of a company, which is the reason the business is running. Without the customers, the business cannot be operating, and hence, they should be treated with the utmost care. Excellent customer service is also about helping the clients whenever they have queries or concerns about the company's products. For example, the staff at Coca-Cola should be taught about how to answer questions regarding the content of their products. 

The next step is teaching the necessary skills and strengthening those that the staff has. The company knows the essential skills that are important for the customer service department. For example, how to pitch when talking to a client. Their language skills should also be improved because the customer representative is always in constant communication with the clients. In this stage, the trainers should teach the staff how to convey information at the different stages of the purchasing process. They should also be informed of the importance of timely delivery of feedback to the clients and acting on orders that have been requested by the clients. Herein, the staff should also be taught on how to handle complaints and the importance of documentation. The working conditions should be appropriate to increase efficiency in the delivery of services.

Regular training to the customer service team is necessary so that the team keeps on refreshing the skills that they learn. It also helps the staff to remain professional and not forget what they learned. The training will also provide an opportunity for the members to learn those skills that they did not learn in the previous exercise. The training program can be modified to be in line with the changing environment. 

The final step is evaluating the customer service regularly to ensure that the learned skills are being implemented and the team members are providing quality customer service. The staff should be given feedback on the areas that need to be improved. Corrective actions are taken at this level to ensure every staff is performing their duties correctly.
Conclusion
Customer service training program for staff is necessary for any business. It refreshes the minds of the customer service representatives and makes them more effective when delivering services to the clients. When the representatives have the necessary skills, they will provide quality customer services, and a company will acquire more customers, meaning there will be an increase in sales and revenues. 
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