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What is service for the store operation?

The average basket is RMB52yuan/P, Carrefour Jinan store from Jan. to Jun.2005.
20051 8-6 A R Rtait &8I AAX 85275t/ AR

Weekly frequency that customers come to Jinan Bus Terminal store is 0.84,
from Jan. to Jun.2005.
20051 8-6 A RRfEF LRI AIREINES: 0.84%/A:

A dissatisfied customer will tell 10 people;
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FieiE: A dissatisfied customer will make the
loss for Carrefour in a year:

10\ *5270/ N/ * 0.84Kk/JH * 52 =

22 7137G
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2x7&: If there are 3 dissatisfied customer each day,
then they will make loss for Carrefour in a year:
3*365*10 A\ *5270/ N/Ik * 0.841Kk/)H * 52 =

24.870,73570
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The general content of this presentation
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What is the SCSS
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What does the
SCSS create
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A\ What is design logic
The general content
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What is the design
method
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How to simulate the
real store service
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How to conduct SCSS
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What is the Store Customer Service Simulation Training System?
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Simulation the store Standardization Store customer
real customer service Training service ability
service promotion
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Retailer

Let employee experience to promote the customer service ability
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Customer
Satisfaction
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supplier
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What Logic will we use to design the SCSS ?
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Basic service Customer behavior Store turnover change
BasiC service Downstage service R fimE .
Customer no satisfaction = BN PEK
- REXRALT >  Average
They decide not to buy this time basket lessen
ployee pernavio
Bl ZipEAR
% B S R Tlurnover
Customer’s real feel MERHE — e
> Customer no satisfaction | ||| REZHUELD | |
BZ1THITL RETEKAFRKT Debits lessen
Customer’s behavior change They decide not to come again
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How will we simulate the real store customer service ?
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Real store profile
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Service result analysis
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The real service job
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The SCSS Model
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Simulation service scene HXATE IR

Real operation index
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Real service problem
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How will we conduct the training using the SCSS in daily ?
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Each term preparation

BB AT TR
The SCSS execute

The simulation store setup

| TIE 541t MNFEEFT & TG
Store structure Fape— Start from store opening
desian I ER BLE It FAHINIIRTIH4E "
g Store zone All trainee grouping S SE Tt A o — ki g
: B KB = BT EREN
design _ v Each scene group training
s i
Training files preparation
TEEERIT 7 i#Uﬂii#_Fﬁiﬁ%f:z*f,ﬁﬁ
: Trainer review for the scene
ST o AL s TEHE T
Simulation job arrange
HITE & : ’

Trainer
arrangement
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Evaluation for each trainee
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For example: Customer service of Cashier
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For example: the simulation scene of cashier

scenel
mEE: FRWLI00MEE, AIERM1001MEF5%? A customer
bought 100 bread, asked for 100 pieces of shopping bags,the
cashier should explain to the customer:
WesR B3N [m) = AR BN ARMES R FUR T EETRWE R
, THIEMEZIET. Cashier should explain to customer. :We
only supply enough bags for you, but not responsibility for detach
packing .
M ENAHEE ] LUFIWRP O AR . Cashier can call the
people of cashier center.

=2

scene2
ERFAMEGREER, —RFEENEFPIERREERLET,
[REA] g€ 2. A customer took two shopping bags out of store,a
bottle of vine drop out of the bag and broken,the possible reason:
TE: BRRETMIEREBINERT
Note: Not enough bags for the over-weighted product

7|3
scenes3

MEREHERELERN, EZFETERTH. I
SREMIMANBFWRPOAR, BHMEEEME
EBYm, EMEEERmPHRBRTE. A
customer carried all of the products he had bought
back to store, said the toothpaste disappeared,
cashier should call the cashier center immediately,
help the customer to look over the products be left
by someone, but there is not the toothpaste.
WSRO AR eI ARE, FREmE TR
WI¥DiE = 5B 5 S & . Cashier in the cashier
center should explain to the customer, and be
careful next time.

TE: ERUERMIAEFHE, BrEE
note: should be earnest and careful ,avoid
forgetting to encase into the bag
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The video bitty of simulation scene
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What method will we use to design the SCSS of Watsons ?
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Define Watsons service Segment the service Each service content design

tAREERAERMRS? MERSESTARR? BR S5 iA=Lt

*Servi n ign
What is the Watsons What does the Watsons Service scene desig

B NF=HIEKR
' ice ? service include ? = =HBRER
erpectafion service Each scene connection
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What benefit will SCSS create for Watsons ?

SRS 1R =R
Scene experience

6

I IE M Z AR SS sE DRV FHA
Promotion the store
service ability

; A KOS A R
Practicality training result
g

Benefit

KEMFRARS R TR EIRBVFENTAERIRTS
Provide more Being work

excellent employee situation quickly

FREL RIS R
The standardization
training course
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The case of our experience Iin store customer service and

training
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o Store customer Store image Merchandise Store monthly Customer complain
c profile survey customer survey image survey customer survey survey
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§ 1st Basic Retail Knowledge - 8 weeks ﬂfﬁii}iﬂgfﬁffﬁfaming e Tz, e s
o HEARTAELH(8)H) e Ty e e - -
a 2nd Specialization - 4 weeks e = m C
j %ik’f’ti%ﬂll (4}%) ;i1 8-23 Team work = = =
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=) 3rd Manager Trainee - 6 weeks — = = =
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Thanks your attention!
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