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SONIC WASH EXPRESS


	Proactive assistance that has enabled easy and faster delivery of services. 

	Perfect eye conduct to customers that enable the agents to identify new customers. Also, the agents have a welcoming body language to all customers. 




	Response(s) of customer service agents to different customers

	Each customer is treated with respect to their demands. This has enabled to give specific attentions to some customers. 

	Yes, mostly the attitude of customers towards other wash facilities affects the delivery of services and the organization seek to establish itself and have more reliable customers. 


	Evidence of a specific customer service plan being used

	Scripting is done to acquire the trust of the customers and avoid frustrations. 

	At the initial stages, customers are asked about their desired service and the questions change according to the descriptions given by customers. 

	It is not only the services sonic wash express sell, but also they ensure quality services to their customers. Also, affordable pricing is part of their selling. 


	Inside the store

	High level of Cleanliness that has attracted many customers. 

	Minimal noises and ducking background music hat entertain customers and allow effective communication between customers and agents. 

	Products organized according to their categories for easy customer identification. Also prices are indicated. 

	Aisle space is spacious to accommodate the numerous customers visiting sonic wash express. 

	Line-ups are minimal and take between 30 seconds to 1 minute to serve customers. This has served time for customers. 

	Neat and good mannered agents that handle customers with respect. 

















	
Outside the store

	Building well maintained and renewed regularly. This is indicated by the lack of advertisement posters on the walls.                                          

	The organization has specious parking that allow customer to park easily. 

	Customers are assured of their security together with their property. This is because the premise is located in secure place and with 24 hours camera surveillance. 

	The parking and the whole premise is well light and direction signals installed to direct customers. 

	Proper management of personnel attending to customers. Each person has specific duties to handle when a customer visit the premise. 

























	
Observations

	Assigning duties to agents has eased the provision of service in the premise and give customer chance to receive the attention they require. Attaching price to products and service enable customers to decide on the service they require and that does not empty their pockets.  
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