Recl 3p40 lecture 21
Providing Service Quality –through internal marketing (Chapter 11)

(should really be a focal point)

Topics-Internal marketing process

-link between service quality and customer satisfaction

-measurement tools and the behavioural consequences of service quality

The Internal Marketing process
Internal marketing: integral part of the services marketing trianagle (see figure 1.2)

-marketing aimed internally, at a company’s own employess

-internal marketing takes placce through the fulfilling of promises

Four step process:

1. Establishment of a Service Culture

2. Development of a marketing approach to human resource management

3. Dissemination of marketing information to employee

4. Implementation of a Reward and Recognition system

Web ct- Link between Internal marketing and profits

Internal marketing-serive quality-customer satisfaction-loyalty-profits

What do we do if we are are not a government, not for profit organization?

-your goal-environmentally driven, community driven

Establishment of Service Culture:

-Service culture: a culture that supports customer service through policies, procedures, rewards systems and actions

Empowerment: the act of giving employees the authority to identify and solve guest problems or complaints on the spot, and to make improvements in the work processes when necessary (many have probs. Giving responsibilities to front line employees)

Keys to good internal marketing
-hire good attitudes

-invest in your employees

-train employees to anticipate guest nees

-empower employees to identify and solve problems

-involve employees to identify and solve problems

-involve employees in product development

-communicate with employees

-recognize and give employees praise

-develop reward systems that are based on customer satisfaction

-market to employees before marketing to external customers (get our employees on side and in the program before we market to external customers, so they can keep promises)

For Internal Marketing…..

-employees must have a customer service attitude

-employees must understand your product

-employees must be enthused about your product and your company

-there must be good communication between employees and management
-employees must be able to identify and solve customer problems

Development of a Marketing approach to human resource management:

-Create jobs that attract good people:


-employee turnover in tourism and hospitality is often 10 times what it is in other industries

-1998 study found annual employee turnover rates in American hotels to be 157% for line-level employees, 136% for supervisoras and 128% for managers.

How do you reduce the problem?

-Selection –hire for attitude and train for skills

-Orientation 

-increase Training

-Increase responsibility-how they can grow

-Keep job interesting

Dissemination of Information:

-involve customer, contact employees

-tell employees when introducing new products or starting promotional campaigns

-employees watch management for cues on expected behaviour

-use printed publications as part of internal communication

-find out how service delivery system can be improved-how can managers make it easier for employees to serve the customer (additional info they are required to read

Reward and recognition system:

-communication must be designed to give employees feedback on performance

-being made to feel like a valued employee is important in motivating employees to achieve company goals

-rewards should be tailored to the interestes of the employees they are desgined to motivate (see Radisson Snapshot)

-what would motivate you to provide service excellence?

(flexible schedule as motivator, MONEY)

Delivering Service Quality

Service Quality

-the customer’s perception of the service component of a product, or the custoer’s judgement of overall excellence of the service provided in relation to the quality that was expected

-key factor in differentiating service products and building a competitive advantage in tourism

-many researcher believe that the outgrowth of service quality is customer satisfaction
Outcomes of customer satisfaction
-increased customer retention

-positive word-of –mouth communications

-increased revenues

Web ct

Gaps Model of Service Quality

-what you expect is going to happen in terms of quality level (have an expectation before you purchase the product)

-build product around customers perceived expectations

-external communications leads into expected service ( ad’s say relaxing atmosphere then we expect a relaxing atmosphere)

(may ask you how to fix a gap(Gap 1- proper research, surveys understand customers), 

(Gap 2- translating what we can to do to meet your specifications-resources, and training needed)

what Is the most important gap and make an argument for any one of them, I might give you the model and ask you to talk about the gaps, 

Reasons for poor customer service quality:

Organizational Culture

2. Hiring-training

3. design of the service system

5. exceeding capacity

-have you experienced poor customer service recently? What do you tink what the cause?

-poor quality costs 25% …………………………….web

Measuring service quality
Importance-performance analysis (IPA) (asking customers and assessing on this)

-a procedure that shows both the relative importance of various attributes and the performance of the company, product, or destination under study in providing these attributes

Measuring Service Quality:

-SERVQUAL

-an instrument used to measure the difference between consumer’s expecations and perceptions of service quality

*web – service quality ratings

Behavioural and financial consequences of service quality

-finding repeat customers

Loyalty and relationship marketing:

Customer loyalty:

· a measure of how likely customers are to return to an organization and of their willingness to build relationships with……….

Web

Customer Satisfaction and Loyalty:

Web ct 

Satisfied, develop a relationship

Relationship marketing:

-marekting that attracts customers, retained them and enhances their satifaction

-a philosophy of doing business that 

web

Retention strategies:
-managing service encounters

-providing customer incentives

-providing special service options

-developing pricing strategies to encourage long-term use

-maintaining a customer database

-communicating with customers through direct or specialized media

web ct diagram- Levels of retention strategies

