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HUDSON’S BAY STORES 


	Proactive assistance to all customers. 

	High eye conduct that spot new customers. Positive body language that encourage customers. 




	
Response(s) of customer service agents to different customers

	Customers are treated according to their demands. 

	No as each customer is given the same attention. 




	Evidence of a specific customer service plan being used

	Scripting is used to avoid customer frustrations. 

	In the initial stages of service, similar questions are asked but identify the demands of the customers 

	Yes, quality and affordable price is key to provision of services. 













	Inside the store

	High level of Cleanliness

	Minimal noises and ducking music that allows conversation with clients. Also act as entertainment to clients. 

	Organization of product categories and products

	Aisle space spacious to accommodate the numerous customers. 

	No Line-ups with only one minute of waiting.  

	IT conversant. 










	
Outside the store

	Regular repainting that maintain the premises.                                  

	Large and spacious parking that is easily accessible. 

	Accessible through highway and thus more secure. Also the premise is under 24 hour surveillance. 

	The premise is well light and thus accessible all time. 

	The location along highway enables easy delivery of services and accessible by many. 






















	Observations

	The business has fewer employees limit their operation. The company thus need to employ more employees in order to serve their customers better. 
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