
SHOPPERS DRUG MART

	Proactive assistance is the kind of attention that shoppers drug mart give to the customers. This has enabled the premise to serve their customer more openly and effectively. 

	The attendants always wear a smiling face when attending their clients. This has attracted customers to seek shopper drug mart services. They also have a welcoming body language to their customers. 



	
Response(s) of customer service agents to different customers

	Yes, this due to different drug demands of customers. 

	No, the customers are served according to their time they arrive in the premise seeking its services. 




	
Evidence of a specific customer service plan being used

	Scripting is used to acquire attention and trust of the customers. 

	In the initial stages of the visit, the questions are similar but they change with advancements in the provision of services advance. 

	It is not only the products shoppers drug mark sell but they sell quality and affordable products. 





	Inside the store

	The premise is high level of Cleanliness than any other drug mart in Kelowna. 

	Low level noise in the premises and background music low music that entertain customers.  

	Products organized according to their categories and price attached. 

	Aisle space spacious to accommodate numerous customers attending the premise. 

	No line as the premise has employed sufficient employees to handle customers. 

	Conversant with technology that has enable faster delivery of services. 















	
Outside the store

	Well maintained and renovated regularly. Evident on the regular colors that cover the walls of the premise.                          

	Large and spacious parking next served by highways that give easy access by the customers. 

	Mainly located along highway that give easy access and thus secured than any other drug marts.  

	Highly highlighted 

	Highly coordinated activities in the premises and thus enable easy provision of services. 
















	
Observations

	[bookmark: _GoBack]Positive body language is positive aspects that attract customers in the premises. This is critical and every attendant in shoppers drug mart premise should possess. 
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