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Customer service can be referred to as the act of providing services to the client prior to, at the time of and after the actual occurrence of purchase. The main emphasis of customer service is upon employees as they are the ones who come into direct interaction with the customers and hold the responsibility of satisfying their needs and wants consequently (Shire, Holtgrewe and Kerst, 2017). It is important for the employees to adjust themselves in accordance with the personality and behavioural patterns of the guests. The present paper seeks to provide discussion upon customer service and its importance for the company by gaining an insight into the wide literature available upon this subject matter. The paper will consist of the advantages of providing effective customer services along with the critique of customer services which is demonstrated by some of the authors in abundant literature upon the topic of customer service. 
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[bookmark: _Toc52952524]Characteristics of Good Customer Service
	Customer service can be said to the process of taking due care of the needs and wants placed by the customers in market place by providing them with helpful, professional and high quality services. Such service needs to be provided in three stages, namely, before the time of purchase, at the time of purchase and after the actual occurrence of purchase. In this way, an organisation ensures that suitable customer service is provided to cater to the expectations as well as requirements of the clients prevailing within the global landscape. Thus, in simple terms, it can be comprehensively stated that customer service is nothing but the provision of service which can help in fulfilling the wants and desires of clientele. Now, in order to provide satisfaction to the customers, it is believed that there are certain characteristics of a good customer service. These characteristics are described in a brief manner as follows:-
· Promptness: The promise made for delivery of products and services should meet the words and thus the delivery of organizational offerings should be in a timely manner. In this regard, it is especially important for companies to avoid any kind of delay or product/service cancellation (Ye, Lyu and He, 2019).
· Politeness: In the present time, politeness has become the lost art for many businesses and employees. It is important that customers are greeted well so that they respond to the offerings of company in a positive manner. For this purpose, saying 'Hello,' 'Good Morning,' 'Sir / Ma’am,' and 'Thank you very much' is considered to an imperative part of a good customer service. Irrespective of the niche or domain in which the business operates, it is essential for the company to treat the customers in a respectful manner, even when they decide not to make a purchase of the organizational offerings.
· Professionalism: This is an important facet of a good customer service. It states that all the clients should be treated in a professional way, implying that usage of skill set and knowledge should be done to cater to their demands and needs (Sutherland and et. al., 2020). Professionalism demonstrates to the customers that the business cares for them. 
· Personalization: Using the name of the customer is acknowledged to be an effective move in terms of generating customer loyalty. Customers possess likelihood towards those businesses that are acquainted with their likes and dislikes and know them upon a personal scale. 
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	Provision of a good customer service is considered as the key to success of an entity in today’s hyper competitive world. Further, there are several reasons why companies are keen on providing good customer service to the clients. Such reasons are discussed as beneath:-
Customer Retention is cheaper than Customer Acquisition
	It is easy for a company to provide good customer service and retain the already existing customers or potential leads. Businesses hold the belief that retaining the customers by providing them with a good customer service is easier than gaining the attention of new customers. This is considered because new customer acquisition requires companies to invest within promotional and marketing activities to create awareness in market place regarding the products and services provided by the organisations (Guo, Fan and Zhang, 2020). This leads to a significant increase in the overall cost for the entity. Thus, providing good customer service is imperative for entities in global landscape. 
Customer Service represents the brand image
	Customer service is associated by the people with the brand image. This is the reason why companies should be all the more focussed upon providing a good customer service to the clients so that the brand image is not tarnished in their mindsets. When an organisation is able to provide customer service that caters to the demands and requirements of clientele, it is held that the clients are likely to stay connected to the business for a considerably long period of time. 
Word of Mouth publicity
	In the present era, there are several businesses that are gaining success in the hyper competitive commercial world mainly because of the word of mouth publicity. WoM allows businesses to increase its sales and profits by providing good customer service to clients who then spread the word about the company among other people. Thus, it is important for organisation to ensure that a good customer service is provided to clientele so that they can consequently increase the sales and profits of the enterprise by bringing in new customers to the store (Lee and Lee, 2020).  
Decrease in churn
	A churn can be said to be the number of customers who leave the organisation after purchase of products and services. It is commonly held that provision of a good customer service to the base of customers allows companies to retain the clientele (Cao, Ajjan and Hong, 2018). As a result of this, this cause a decline in churn as the people do not intend to shift to other brands in any instance for they are satisfied with the services provided by the company. 
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	Even when the literature mainly demonstrates the importance and advantage of providing good customer service to clientele, there are some authors who think to the contrary. The main perception linked to the critique of providing good customer service is the overall increase in cost that occurs due to incorporation of changes that can guarantee provision of effective service. Thus, stressing too much upon customer service can weaken the performance of company on the parameter of attaining the strategic goal of maximising the profits (Gnewuch, Morana and Maedche, 2017).
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	On the basis of above discussion, it can be comprehensively stated that customer service is the most important facet of an organisation. It emphasizes upon the fulfilment of needs and wants of the clients in a bid to gain satisfaction from them. This ultimately leads to augmentation of the revenues as well as profits of the company, decrease in churns, and acceleration of brand image. However, there are some authors that think that too much focus upon provision of a good customer service leads to increment in the overall cost for the company. 
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