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1. Introduction 

This essay will focus upon the impact of customer services in the hospitality industry by exploring first the meaning of the customer services, its importance and how its effects the productivity of the business. The report will also look at different literature reviews and use relevant sources to define the vitality of the service. And finally, in the end it will be placed a conclusion by summarising the below discussed chosen topic.
      2. Understanding customer service and its impact on business productivity 
Fist, Grove and John (2013) state that the customer services is an act of multiple activities that businesses have to meet clients’ needs/expectations not only before, but also during and after the purchasing experience.  According to Veselinova and Samonikov (2017), the great customers services is key to push companies forward whereas the bad customer service will affect negatively the firm, and therefore the business might lose not only the its current clients but also its potential customers. Moreover, the great customer services will add value to the business and increase the brand image and its reputation. For example, in the hospitality industry whenever clients do not like their rooms the firms most of the times agrees to provide for them a better service by chancing their current room or even to provide some extra incendivities like free bowl of food or drink. The bellow table 1.0 shows the impact of great and bad customer services over the business.

Table 1.0 Great vs Bad customer services (CS) and their impacts over the business.

	Great CS
	Bad CS

	1. Add values
	1. Decreases the value of the business

	2. Increase profit
	2. Lower busines profit

	3. Increase brand reputation
	3. Damages the reputation of the firm

	4. Customers will likely return back
	4. Customers will likely not return back

	5. Brings more loyal customers
	5. Leads to a negative feedback on the network

	6. Creates a positive feedback on the internet
	6. Creates awareness among to people to no visit this particular business


In order to achieve a great customer services, the business has to employ staff that can meet the client’s exportations with a positive impact over them. Employees communication and good relationships are of great importance to the client. The user must be understood, supported in choosing a service, and most of all listened to so that the organisation can understand exactly what it needs and how to meet its needs. 
Another important point is to be offered a quality product or service that justifies the price the customer has to pay. Each client must be considered individually, because each of them are different and has different expectations from the company. Therefore, when companies hire staff, they need to assess them if they are eligible to provide a great customers service (Hall et. all., 2011). If there is an employee, rather new or long term, that can not do their jobs as it has been expected the company has to train them how to be efficient with the clients. Staff training is crucial in the field of customer services. All employees must be well trained in how to present what they offer to their customers so that they can meet the expectations of each customer individually. When a customer has a problem or is not satisfied whit what they have received (service or product, depending on what the organization offers), staff must quickly find a solution to the problem and be confident in resolving it to win the customers trust again. Employees are the face of company if they are impatient and rude to their customers the high quality of the product or service loses its value.

3. An evaluation of the impact of customer service for business productivity 
Customer satisfaction is the most vital key over the businesses, especially in the hospitality industry. According to Grigoroudis and Siskos (2010), the consumer satisfaction is described as pleasurable fulfilment and this subjective value it depends of the client’s feelings over the offered product or service. In contrary to that, Chang, Wang and Yang (2009, p. 427) describes the customer satisfactions as” psychological reaction of the customer with respect to his or her prior experience with the comparison between expected and perceived performance”. Therefore, Spiteri and Dion (2004) recognises two types of satisfactions: transactional and cumulative satisfaction:
· Transactional customer satisfaction – This type of satisfaction is based on a specific purchase habit, usually short-term. This is an evaluation over a single purchase of service or a product (Spiteri and Dion, 2004). In the hospitality industry this might refer to a securing a room for a night or visiting the restaurant once to try what they do offer. In such experience, the clients do not seek great attention as they likely will not return back, yet employees should provide and meet their expectations as they those are the people that usually places comments on the network.
· Cumulative customer satisfaction – This type of satisfaction is an overall purchase experience based on long-term purchase habit which usually is repeatedly (Spiteri and Dion, 2004). In the hospitality industry, this type of satisfaction usually applied to the loyal customers as they form their opinion over their long-term stay. Therefore, employees again play a vital part of this experience as they have to build and maintain their relationships in a great manner with these clients, they need to communicate effectively and project a positive attitude toward the client. The below table 2.0 show the good customer service attributes:
Table 2.0: Good customer service attributes

	1. Attitude
	6. Knowledge

	2. Care
	7. Reliability

	3. Helpfulness
	8.  Concern

	4. Responsiveness
	9. Enthusiasm

	5. Courtesy
	10. Expertise


Overall, the employees are the power of the company, they are the necessity to provide great customer service and increase not only sales and therefore the profit of the company, but also create relationships that will bring the clients back for more purchases. However, the consequence of the poor customer service might prevail the firm’s climate as it is easy to lose a client with immoral service. This likely leads to a bad business reputation, profit loss and also employees become unhappy due to the bad atmosphere in the business.
4. Conclusion
In conclusion, it can be stated that the employees are the most important part of the delivering a service or a product to the business clients. Therefore, their training is vital to meet needs of the customer services, before, during and after their purchases. Also, it is vital for the businesses, especially in the hospitality industry to keep their customers so the firm can generate profit. This will be only achieved with a great customers experience. Therefore, the business has to be careful when they hire staff so to not be disappointed on later stage.
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