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Task 8 General Introduction
Customer service improvement is the most significant issue that should be put at the forefront in the tourism and hospitality sector, such as in hotels. Currently, customers need more experience in hotels and this creates the urgency of action within the industry. Customer service improvement can be enhanced to ensure that consumer satisfaction is achieved. Customer service improvement occurs in different areas such as marketing, finance, procurement and communication within and outside an organization. Improving customer service is associated with higher returns in an organization. Customer service improvement is more likely to enhance an organization’s reputation, increase buying patterns, and increase consumer loyalty.
Some models, such as ripple effect, SWOT analysis and the STP marketing model, can be used to make the improvement successful. The ripple effect refers to the activity or action that disperses and affects other industries after its onset. This model means that if more investment is made in customer service, the result will increase willingness to spend and more income will be achieved. SWOT analysis is applied when assessing a firm’s strengths, weaknesses, opportunities and threats. This model is essential in enhancing the success of firms through risk minimization and taking advantage of chances. The STP model is strategies used by firms in marketing, which are segmentation, targeting and positioning. The STP model is useful in marketing strategies for the achievement of a competitive edge of an organization.
