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€ustoner:
Clientه 
Consumerه 
Recipientه 
Beneficiaryه 
Receiverه 

Customer:
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Customer Service

ls a person or group or organization or community or society.:

Seeks a g00d or a senice.
:Has a g0od or receives a service. Customerه 

Customer:
(intemnal customer (employeesه 

(external customer (massه 

For Example:

1- Real Customer.
2- Expected Customer.
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3- Government.
4- Other Organizations.
5- Competitors.
6- Public.

€ustomer Seryiee Model

Society

Organization

Customer
Senvice

lnteraction

Place Provided

Good

Senvice Good
- Provider

- Customer Senice Specialist
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Serviee EXeellenee

The service dilemma: success and growth do not automatically translate

into profitability. Does your "service" business really deliver value-added

service for which customers are willing to pay a premium? Even if you

command a premium, are you able to deliver high customer satisfaction

and high profitability? If you are part of the service or support function of a

product or manufacturing business, do you understand the value chain?

Are you giving away too much or too little service? Will your customers pay

for premium-level support? How do you find out?

Creating, managing, and growing the senvice-based firm or serice function

of a product company has evolved dramatically as senices occupies a larger

part of all developed economies. Corporate trends toward outsourcing and

c0-production have accelerated the need to understand how and why you

make or lose money as a service firm or on senwice as a function or SBU.

Mlany firms have found that where service is involved, growth does not

always equal profitability.

The challenge in services is to manage a human resource-intensive

business to deliver excellent service across the entire organization and to

d0 s0 profitably. Growing any business demands a strategic and visceral

understanding of issues such as customer satisfaction, segmentation,

pricing, and customer loyalty. lt also requires knowledge of operations,

human resources, and technology for customer relationship management.
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Sometimes the most attractive areas for growth are global markets, but

entering these markets presents a new set of cultural, regulatory, and

competitive challenges. ln a time for tighter budgets, a rigorously designed

service strategy can help you maximize the value of your organization and

compete more effectively for the best customers.

Serviee EXeellenee:

Wll help you design and implement an effective service strategy for profitable

growth of your organization. Faculty from marketing and management provide

current knowledge on diverse aspects of competitive strategy as they apply

to the service function. Topics range from broad strategic issues such as

achieving competitive advantage and addressing global markets, to the

nuts and bolts of strategy such as loyalty programs, service guarantees,

pricing, and other ways to generate profits.

3ypes 04 €ustoDers:

There are many of customers should deal with them, such as:

1- Passive customer

2- skeptical customer

3- Talkative customer

4- egotistical customer

5- lndecisive customer

6- Angry customer
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7- Aggressive customer

8- Just looking customer

9- Snap-judgment customer

10- Dogmatic customer

1٩- Silent customer

12- Funny customer

13- Shy customer

14- Hurry customer

15- Old aged customer

WEa4 are Customners' Beed fromn the 0rganization2

1- Good and proper price for goods.

2- Good and proper fees for services.

3- Cuality goods.

4- Cuality services.

5- Good or serices available when needed (Availability).

6- Telling them the truth.

7- Giving them good information.

8- Having enough information.

9- Employees introduce respect for customers.

10- Safety.
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Satisfying €ustoDers' Beeds:

According to Abraham Maslow, the needs that people are motivated to

satisfy fall into a hierarchy. Maslow's theory not ony classifes human

needs in a convenient way but also has direct implications for managing

human behavior ln organizations.

5. Self

3. Social Needs as: love, friendship,
belongings and loyalty

2. Safety and security Needs

1. Basic Needs or Physiological Needs,
such as: air, water, food. shelter ....

Maslow's Hierarchy of Human Needs
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Y٥u and YOUr €ustoDer:

1- Listen him out.

2- Accept his personality.

3- News.

4- Understand his feelings.

5- Study his needs.

6- Win his loyalty.

7- Solve his problems.

8- Communicate with him.

9- Uniqueness.

10- Respect.

11- Fairness.

12- Confidence.

uman Belationsbips witl CustoDersلا 

1- Treat all your customers fairly and impartially.

2- Apologize or admit to customers when you were Wrong.

3- Give customers credit where due.

4- Express genuine concern for customers problems.

5- Don't lie to customers.

6- Don't build false hopes for raises or advancement.

7- Don't swear at customers.

8- Don't fail to lead your customers.

9- Don't treat your customers like children.
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10- Don't treat your customers in aggressive way.

1٩- Be polite to your customers.

Prineiples to Build and Sustain &ood RelatioDs
with €ustonners:

1- Open and two communication.

2- Provide fexibility.

3- Recognize customers diversity.

4- Gie customers constructive feedback on regular basis.

5- Listen to customers.

6- Be honest with customers.

7- Advocate for customers.

8- Respect customers, when clients feel respected, they will generally
respect you and your organization.

9- Give customers opportunities to participate in some organization's
processes (such as decision making).

10- Human relationships with customers.

Stage ٥4 Managing €us&oDers' BelationsBps:

1- Assessment your customers.

2- Establishing service level agreements.

3- Ensuring delivery matches expectations.

4- Gaining feedback on implementation.

5- Evaluating effectiveness, and ensuring satisfaction.
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Plaeel EnvironmeDt o4 Proyiding Seryieeإs Goods:

1- Clean.

2- Enough.

3- Safe.

4- Proper Temperature.

5- Good ventilation.

6- lnstructions are clear and written.

7- Proper walls color.

8- Waiting area.

9- Enough light.
.٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠1(].

1 أ,٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠

...٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠(')،

1'3{٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠٠

3ypes p4 Banagemnen & €ustoneE Serviees

Reality Result Management

Disappointment
Customers will definitely Traditional Management
not come back.

Customers might come Total quality
Satisfaction back, but might try anotherا management.

service provider.

Happiness They will almost definitely6 م sigma
come back.
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Personal PreparationD:

1- Dress (nicelstylelcomfortable).
2- Business kit, which the salesperson should always carry with himlher.

General issues include:

.Business cardsه 
.Company brochures, introductionsه 

.Product samplesه 
.Pen, paper, diaryه 

.Contracts, order formsه 
• Etc.;

THe oBjeetive PreparatioD:

1- Understanding customer.

2- Understanding the market.

3- Assessment customer's needs.

4- More knowledge abort your own products and services.

5- Good personal preparation.

BuriDg Te Interyiew:
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5- Smile at your customer.

6- Keep continuous eye contact.

7- Accept a drink if it is offered.

8- First talk abort general topics (such as: weather, traffic, sport, ...)

Priee 0bjeetioD:

The most well known obection is the price. The "YOU ARE TOO EXPENSIVE"

statement in itself can hide different motivations:

١t COULD MEAN:
S0 THE CUSTOMER

ACTION
WANTS:

The competition Some more benefitsه Add Valueه 
cheaper A bit of a discountه 

lt's more bargain A little fightه Make sure thatه 
(dominant behavior) discount given has

Discount reallyه healthy pay back
like immediate order

,To reduce the priceه 
Option of comingه because that is

his/her job again

l don't think l need it To get back toه Establish comfortه 
comfort zone and Zone
escape

l can't afford it To get a cheaperه Confim if itis reallyه 
product (go back to a buying power
needs assessment) lssue
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١t COULD MEAN:

l can't make a
decision

l am not convinced

S0 THE CUSTOMER
WANTS:

Some moreه 
convincing

To consult withه 
someone

More convincingه 
(needs are not
revealed).

 عشر الثامن الفصل

ACTION

Ask who elseه 
besides him would
be involved

Present a third partyه 
proof

Of course some objections, concerns, doubts, needs for clarification will
remain and we have to answer them in accordance with the principles we
agreed".
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.2008 العاني، الطيران العملاء، علاقة إدارة إستراتيجية عان: أجنحة2

 مكتة )بيروت: الاجتاعية العلوم مصطلحات معجم بدوي: زكي أهد3
(.1993 بيروت،

(.2004 المؤلف، )القاهرة: البشرية الموارد إدارة مصطفى: سيد أمد4

(.2005 المؤلف، )القاهرة: التنظيمي السلوك إدارة مصطفى: سيد أهد5
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 العربية، الكتب إحياء دار )القاهرة: الضحك سيكولوجية الله: عطية أهد7
.(1974

 العربي المكتب )القاهرة: المهارات بناء مدخل- التنظيمي السلوك ماهر: أحد8
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(.1999 ،2 ط
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(.2000 جرير، مكتبة )الرياض: بعميلك للاحتفاظ فعالة طريقة50 تيم: ر. باول-18

 التعليم وتكنولوجيا الوسائل قسم ترجمة الإنساني، والسلوك الاتصال روبن: برنت-19
(.1991 العامة، الإدارة معهد )الرياض: سعود الملك بجامعة التربية -كلية

 المهنية الخبرات مركز )الجيزة: المتميزة الخدمة أسس التدريبي البرنامج بميك:-20
(.2005 للإدارة،
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(.2006 للإدارة، المهنية

 والتوزيع، للنشر الفاروق دار )الجيزة: الفاروق دار ترجمة الجسد، لغة كليتون: بيتر-23
.(2005

 الخبرات شركة )القاهرة: الفعال الاتصال مهارات التدريبي البرنامج توتاليتي:-24
(.2005 المتكاملة، الدولية

 الخبرات شركة )القاهرة: العملاء مع التعامل مهارات التدريبي البرنامج توتاليتي:-25
(.2005 المتكاملة، الدولية

 الإمارات: الشارقة، ،85 العدد الأسرة، كل مجلة الجسم، «لغة فاست: جوليوس-26
.1995 مايو31

 مجلة عبدالرحمن، أحمد محمد ترجمة الصامت»، والحوار الجسد «لغة هاس: جون27

 الإمارات: دبي، ،15 العدد الأحداث، ورعاية توعية جمعية الاجتماعي، الوعي
.2000
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(.1998 الرشيد، دار )دمشق:

 محمد رفاعي ترجمة المنظات، في السلوك إدارة بارون: وروبرت جرينبرج جيرالد-29
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(.2006 ،2 والتوزيعط للنشر الفاروق دار

 مايو القاهرة: ،298 العدد شعاع، خلاصات، العملاء، ولاء أسرار باريرا: ريك-35
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 جامعة التجارة، كلية )القاهرة: الإداري السلوك في دراسات عفيفي: فتحي سامية36
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 دار )القاهرة: شرطي اتجاه- الأعال إدارة إلى المدخل عسكر: أمد سمير-38

(.1983 العربية، النهضة

(.2001 لبنان، مكتبة )بيروت: الفعال التواصل المثل: الإدارة سلسلة39

 مكتة )بيروت: وإجراؤها الشخصية المقابلات مهارات المثل: الإدارة سلسلة40
(.2001 لبنان،

 لبنان، مكتبة )بيروت: السامعين في والتأثير العرض مهارات المثل: الإدارة سلسلة41
.(2001
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 )الرياض: للتميز البيع فن دائ؟ عميلاً تجتذب كيف عبدالحميد: أسعد طلعت46
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(.2003 ،3 ط والنشر، للطباعة العلوم دار

 كلية )الجيزة: الإدارة أساسيات جلال: فهمي وأحمد الشربيني عبدالفتاح48
(.1997 ،2 ط القاهرة، جامعة التجارة،
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 وفت المتميزة الخدمة تقديم مهارات التدريبي البرنامج العجلوني: عبدالفتاح49
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(.1998 ،3 ط الحديث،

 مكتبة )القاهرة: الكبيرة المنشات في الاتصالات السيد: وروحية علل أمد عل-53
(.1995 شمس، عين

 بدون غريب، مكتبة )القاهرة: الإدارة في الإنساني السلوك السلمي: علي54
 تاريخ(.

 التجارة، كلية )القاهرة: البشرية الموارد إدارة وآخرون: عبدالوهاب محمد علي55
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 المؤتمن )الرياض: الدولية الأفكار بيت ترجمة بالضمير، الإدارة سنيرع: فرانك-56
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(.2005 والاستشارات، والتوظيف
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 والتنمية، الأداء تطوير مركز )القاهرة: الاتصال مهارات حسن: عبدالغني محمد-67
.(1999

 عين مكتبة )القاهرة: الإدارة منظومة في المعاصرة إبراهيم:الاتجاهات محمد محمد68
(.2005 شمس،
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 الفجر دار )القاهرة: الحديثة المؤسسات في العامة العلاقات حجاب: منير محمد69

(.2007 والتوزيع، للنشر

 المعارف، دار )القاهرة: الاجتماعي والتغيير الاتصال أساليب عودة: محمود70
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