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External customer is a recipient of a good or service or a product who has obtained from a seller or supplier through financial transaction who is not directly connected to the organization.
They have the following needs;
1. Receivables and billings – they are supposed to receive a timely, well detailed and organized bills after the transaction have been done, that is product received or service rendered to them.
2. Speed of responsiveness and resolution is extremely important -  when an eternal customer experience a problem he/she should been responded to immediately when calling for help from the organization 
3. Providing high quality gods and services - the external customer sho8ld receive good or service of quality which they are capable to pay for them.
4. Responsibility of the credit- this include the credit terms such as the maximum amount one can be offered as credit as well as the time limit of the payment.
          2.
a) Decision making- this is the ability to make a sound decision by choosing among different alternative which a customer service many have.to improve on customer skills I should train my customer service workers on the procedure in choosing the best alternative.
b) Team work- this is the cooperation of a customer services with groups and across groups to ensure efficient operation to meet the set objective and also meet the customer needs and expectation through sharing information and consulting other working colleagues.
c) Motivation- this is maintaining high level of production and self-direction. To improve motivation to customer care service. it can be improveby providing them with commissions, promoting and providing facilities for conducive working environment. 
d) Personal communication- this is the ability to connect with people that is consistently contacting with consumer, who maybe of different moods. To improve communication with consumer I would hire professional counselor to counsel the service provider on how to handle oppression which they may experience when dealing with different customers.
e) Adhere to procedures – this is formulating scripts and ways to handle certain situations with customer. Such as the identification of the consumer. This may be achieved by designing a computerized program to handle certain problems which is experienced severally.
f)  Time management- this is keeping track of time when operation on a consumer problem, this prevent the service provide to dwell on one problem for a long time.  By installing clocks in offices to effective manage time


3.
1. Smartness - A good employee should dress to code that is based to the organization culture and be presentable and clean. It is mostly observable in companies which wear a uniform before they get into the job.
2. Braveness - this is the ability to take financial risk and calculate it. It is observable by not being afraid to speak their mind out and ask why to the organization decisions that are made by the management.
3. Strong work ethic- where employee set their personal goal and achieves them. This is observable in organization or company which provides commission to their employee who make sales above the set target.
4. Employee should upbeat-  they should look fresh and energetic always when dealing with their day to day activities within the organization this help employee to be pro-active by spawning new ideas.
5. Self-managing- by controlling their feelings toward different opinion and views from other people in their working environment it usually includes both effort in thinking and doing things.
          4.. 
A. Don’t react first- give time to the unhappy customer to express his view and grievances and do not disagree with their statements.
B. Let them lead you to solution -this will help you to get a new strategy of solving the problem rather than one u know.
C.  Apologize and explain the situation- when a customer approaches the company makes them whole by cooling down their tempers.
D. Understanding their perspective – by give them time to speak out themselves and listen to them attentively.
E. Evaluate their expectation which they were expecting to have or to receive when approaching the company or business.
F. Placing a suggestion in order to have the best alternative of handling their grievances.
	

Cheat list
· Smile when taking
· Keep on mentioning the name of the customer to make him/her feel more cared for.
· Picking up on the tone, knowledge and personality.
· Talk in the language the customer understand best
· Giving an assurance that your problem will be handled as soon as possible.
· Setting up automated reply message when handling online error, for example “sorry, we have a technical error/fault.”











REFERENCE
[bookmark: _GoBack]
Kumar, V., & Reinartz, W. (2018). Customer relationship management: Concept, strategy, and tools. Springer.
Haksever, C., & Render, B. (2018). Service and Operations Management. World Scientific Books.
Anderson, J. S., Evans, J. M., & Gilliland, S. (2018, July). Customer Identification as a Moderator of Service Worker Reactions to Unfair Customer Treatment. In Academy of Management Proceedings (Vol. 2018, No. 1, p. 18374). Briarcliff Manor, NY 10510: Academy of Management.
Olson, E. M., Slater, S. F., Hult, G. T. M., & Olson, K. M. (2018). The application of human resource management policies within the marketing organization: The impact on business and marketing strategy implementation. Industrial Marketing Management, 69, 62-73.


CEO RESEARCH


 


 


 


 


Institution affiliation


 


Professor’s name 


 


Student’s name


 


Program 


 


Date


 


E


x


ternal customer is a recipient 


of a good or service or


 


a product who has obtained from a 


seller 


or


 


supplier through 


fi


nancial transaction who is not 


directly connected to the organization.


 


They have the 


following


 


needs;


 


1.


 


Receivables


 


and billings 


–


 


they are supposed to 


receive


 


a timely, well detailed and 


organized bills after the transaction have been done, that is product received 


or


 


service rendered to them.


 


2.


 


Speed of responsiveness and resolution is extremely important 


-


  


when an eternal 


customer experience a problem he/she should been responded to immediately 


when calling for help from the organization 


 


3.


 


Providing high quality gods and 


services


 


-


 


the


 


external 


customer


 


sho8ld receive 


good or service of quality which they are capable to pay for them.


 


4.


 


Responsibility of the credit


-


 


this include the credit terms such as the max


imum 


amount one can be offered 


as credit as well as the time limit of the payment.


 


          


2.


 


a)


 


Decision making


-


 


this is the ability to make a sound decision by choosing 


among different alternative which a customer service many have.


to 


improve on customer skills I should train my 


customer


 


service workers on 


the procedure in choosing the 


best alternative.


 


b)


 


Team work


-


 


this is the cooperation of a customer services with groups and 


across groups to ensure efficient operation to meet the 


set


 


objective and 


also


 


meet the customer needs and expectation through sharing information 


and 


consulting


 


ot


her 


working


 


colleagues


.


 


c)


 


Motivation


-


 


this


 


is maintaining high level of production and 


self


-


direction. 


To


 


improve motivation to 


customer


 


ca


re service. it can be improve


by 




CEO RESEARCH         Institution affiliation   Professor’s name    Student’s name   Program    Date   E x ternal customer is a recipient  of a good or service or   a product who has obtained from a  seller  or   supplier through  fi nancial transaction who is not  directly connected to the organization.   They have the  following   needs;   1.   Receivables   and billings  –   they are supposed to  receive   a timely, well detailed and  organized bills after the transaction have been done, that is product received  or   service rendered to them.   2.   Speed of responsiveness and resolution is extremely important  -    when an eternal  customer experience a problem he/she should been responded to immediately  when calling for help from the organization    3.   Providing high quality gods and  services   -   the   external  customer   sho8ld receive  good or service of quality which they are capable to pay for them.   4.   Responsibility of the credit -   this include the credit terms such as the max imum  amount one can be offered  as credit as well as the time limit of the payment.              2.   a)   Decision making -   this is the ability to make a sound decision by choosing  among different alternative which a customer service many have. to  improve on customer skills I should train my  customer   service workers on  the procedure in choosing the  best alternative.   b)   Team work -   this is the cooperation of a customer services with groups and  across groups to ensure efficient operation to meet the  set   objective and  also   meet the customer needs and expectation through sharing information  and  consulting   ot her  working   colleagues .   c)   Motivation -   this   is maintaining high level of production and  self - direction.  To   improve motivation to  customer   ca re service. it can be improve by 

