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ANNOTATION

CLIENTS COMPLAINTS - SERVICE PROCESS IMPROVEMENT

Marine Alania

Service process improvement lies in systematic ef-
forts, directed to solving problems risen during the ser-
vice process and maintaining the prestige and the name
ofa firm in its clients’ mind. This demands hard efforts,
operative management, proper planning and guidance
throughout the service process. Managers as well as all
service personnel which directly have contact with cli-
ents, should pass special preparation training hpw to tre-
at discontented and displeased clients.

The renewal of the service process must be flaxib-
le and the personal should be qualified how ti use own

knowledge, skills and experience in order to pleace cli-
ents.

Firms should work out some internal strategies for
the renewal of the service process, that will assist per-
sonnel ti treat displeased and irritated cliens and avoid
the negative emotions.

Besides, managers should pay great attention to the
work of the stahh at a firm. Personnel must be qualified
and well motivated. Only under the above — mentioned
conditions firm can serve its clients on a high lecel and in
case of conflict situations solve it quickly and effectively
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