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Leading from the front

Nurture service employees and great service behaviour will follow.

service employees, firms

murture the type of service
behaviour that delights customers
and ensures their loyalty = and
contribistes to the organisation's
success and longevity.

This core competence |s
achleved through building the
employer-employee relatmnship,
When service employees perceive
their organisation as one that has
sound human resource manage-
ment (HEM) functions and activi-
ties such as recruitment amd selec-
tian, training and dew 4
and rewards, they ane able to do
the firm's main work of serving
customers well

Researchers found significant
relathonships bebween service
employees” perceptions of human
TEsOUrCes praciices and customers®
attitudes about the service
regeved.

When service employees
describe the HRM practices in their
waork environment in positive
terms, customers also report they
recedve superior service qualiny.

Sound haman resource manage-
:m-nl practices inehude the Talbow-
g

Selection criteria
The starting point for quality
service is the of staff to
defiver quatity service, The recruit-
ment ohjectives are to select staff
with the right attitudes and behav-
loural characteristics for service
dielivery.
algansations ane looking
the technical qualifications
[“what™) of applicants to assess
thedr service orientation
The functional quality ("bow") is
an important faoet of the percelved
service, Service employees need o
kmow “how™ to deliver quality serv-
Jl:l! skills and knoaled e uecﬂsal}'
the job} and possess the

B‘f effectively managing their

by of service inclination (that ks,
their interest in senvioe-relat-
el work which is reflected in their
attitudes towand service and oren-
tation toward seTving CEstomers).

An ideal recruitment process. for
service employess assesses both
service compelencies and service
inclination, resulting in employes
h:m who are ligh on beth dimen-

s inchudle

nhsenrln; wiour, conducting
[I:!!I:IIH"I‘[I' tests, intervicwing
apglicants and providing potential
service employees with a realistic
job preview,

Training

To provade quality service, it
takes more than just having the
right people in the right They
st also be trained o deal with

customers ancl satisfy their needs
and expectations.

Senvice employees mast have
strong |nwrpm-:rr|ﬂ skills to deal
with custormers on a dai]jr hasis and
have a good knowledge of the prod-
uct o1 service they are offering.
During the service encounter, how
lhl"tgp':&lﬂmﬁisa large
part of the service experience.

Service employees need spmm'
training in |
and Functional skilks, Tl'lue training
objectives are crucial because sery-
e ernployecs play an active role in
satisfying customers.

Rewards

Having appropriate rewand poli-
cies in 15 important in induc-

service % (o deliver

B e

Employees want recognition and
a share In the benefits that result
from their efforts.

For instance, if custormer satisfac-
Liom and retention are viewed a5
Imporntant cutcomes, service behay-

bours that imcrease those oubtomes
ﬁﬂlnhrmﬂnﬁmﬂmﬁ-

Diealing with amgry customers is a

customer satisfaction and retention
wiill suffier as a result.

For service employees to provide
q;:aﬂ&l $Ervice in cinstomer rekition-
mnhmmﬂ:;'ﬂndwammlt
supported by supervisors, lel-
Imlmmmbusmdmhr
nits in the organisation.
Even if the emplovess kaow what
to do, they may nat be able to axe-
cute tasks because supervisorns have
nait ided the necessary support.
the service employes perceives

that his supervisor shows conoern
lox emphoyess and provides suppornt
In general, this will lead o a posi-
tive appraisal of the emvironment
and increase in job satisfaction.

Team rt
F..wr]h?mlmwi"\iirrmlhrmm
as the result of the actions of a

mnshlnshfmfl Mhr

‘wiho ultimately deliver the mm_-
to the customers, they need the full
support of those in the backroom in
order for the service encounter to
mun smoothhy.

The customer often sees only a
amall part of the service delivery
process (for examgple, an aifdine
Service).

Although not every member of
the fiom actually deals directly with
the end customer, each job is

important in esuring quality serv-

ice being delivered 1o the customer.
Internal marketing theorists have
angued that it Is impossible for busi-

widde to thesr employees o intermal
OESIDMETs.

Service employess who feel sup-
ported and feel they have a team
backing them up will be better able
o maintain their enthusiasm and
provide quality service,

Maolivated service employees
offer service guality that s dilfloale
for other organisations to imitate.
That ie why they are a bey source of
sustainable competitive ady.
for service firms. - wmm-
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