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服务对门店营运到底意味着什么？
What is service for the store operation?

The average basket is RMB52yuan/P, Carrefour Jinan store from Jan. to Jun.2005.
2005年1月-6月家乐福济南店的人均买单52元/人/次；

Weekly frequency that customers come to Jinan Bus Terminal store is  0.84,
from Jan. to Jun.2005.

2005年1月-6月家乐福济南店的人均来客频率为：0.84次/周；

A dissatisfied customer will tell 10 people;
一个不愉快的顾客会将他的不快告诉10个人；

1天平均3个不愉快的顾客1年内会给家乐福带来的损失将
会是：If there are 3 dissatisfied customer each day, 
then they will make loss for Carrefour in a year:
3*365*10人 *52元/人/次 * 0.84次/周 * 52周 =

24,870,735元

1个不愉快的顾客1年内会给家乐福带来的损失
将会是：A dissatisfied customer will make the 
loss for Carrefour in a year:
10人 *52元/人/次 * 0.84次/周 * 52周 =

22,713元
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本次会议的主要内容
The general content of this presentation

主要内容
The general content

1

什么是模拟培训
What is the SCSS 2

设计的逻辑是什么
What is design logic

3

如何模拟真实的门店服务
How to simulate the 
real store service  

4

如何使用模拟培训系统
How to conduct SCSS

5

如何设计模拟培训系统
What is the design

method

6

模拟培训系统的效果
What does the
SCSS create
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什么是门店顾客服务模拟培训系统？
What is the Store Customer Service Simulation Training System?

标准化的顾
客服务培训

门店顾客服
务能力提升 顾客满意

Customer
SatisfactionStore customer 

service ability 
promotion

Standardization 
service Training

模拟真实的
门店顾客服务

Simulation the store 
real customer 

service

让员工通过模拟体验而提升顾客服务能力
Let employee experience to promote the customer service ability

零售商
Retailer 

供应商
supplier
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用什么逻辑来设计门店顾客服务模拟培训系统？
What Logic will we use to design the SCSS ?

门店营业额的变化

Store turnover change

客单价降低
Average 

basket lessen

来客数减少
Debits lessen

营业额降低
Turnover 
lessen

由于经销商停止销售

供应商马上发现问题

顾客不满意
Customer no satisfaction

决定这次不买了
They decide not to buy this time

顾客不满意
Customer no satisfaction

决定下次不来了
They decide not to come again

员工工作行为

Basic service
顾客的行为细节

Customer behavior

员工工作行为
Employee behavior

后台服务
Basic service

前台服务
Downstage service

顾客真实感受
Customer’s real  feel 

顾客行为变化
Customer’s behavior change
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如何模拟逼真的门店顾客服务情况？
How will we simulate the real store customer service ?

模拟系统模型
The SCSS Model

1

真实的门店硬件
Real store profile 2

门店顾客服务真实工作
The real service job

3

真实的营运指标
Real operation index4

真实的顾客服务问题
Real service problem

5

顾客服务模拟场景
Simulation service scene

6

模拟顾客服务结果分析
Service result analysis
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如何利用门店顾客服务模拟培训系统进行日常培训？
How will we conduct the training using the SCSS in daily ?

每期模拟培训开始准备
Each term preparation
每期模拟培训开始准备

Each term preparation
模拟培训执行过程

The SCSS execute
模拟培训执行过程

The SCSS execute
模拟门店硬件和环境准备

The simulation store setup 
模拟门店硬件和环境准备

The simulation store setup 

讲师配置

Trainer 
arrangement 

门店商圈设计

Store zone
design

门店结构设计

Store structure
design

门店营运设计

Store operation 
design

所有培训员工分组
All trainee grouping

培训文件准备
Training files preparation

模拟培训角色工作排班
Simulation job arranged

从开店前准备开始
Start from store opening

每个关联场景单元模拟培训
Each scene group training

讲师进行场景结束点评
Trainer review for the scene

模拟培训后的效果评估
Evaluation for each trainee
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收银员顾客服务举例
For example: Customer service of Cashier
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收银员模拟场景举例
For example: the simulation scene of cashier

场景3
scene3

顾客提所购商品出店时，一瓶洋酒从袋子中掉出来落在底上碎了，
原因可能是. A customer took two shopping bags out of store,a
bottle of vine drop out of the bag and broken,the possible reason:
注意：瓶装较重商品没有给足够的袋子
Note: Not enough bags for the over-weighted product

顾客问：我购买100个面包，可否提供100个袋子分装？A customer 
bought 100 bread, asked for 100 pieces of shopping bags,the
cashier should explain to the customer:
收银员应向顾客解释：我们只提供适量的袋子以利于您携带所购商品
，不再提供更多的袋子。Cashier should explain to customer. :We 
only supply enough bags for you, but not responsibility for detach 
packing。
如顾客仍不满意可以请收银中心人员处理。Cashier can call the 
people of  cashier center.

场景1
scene1

场景2
scene2

顾客提全部商品返回店内，告之牙膏不在袋子中. 收
银员应立即通知收银中心人员，帮助顾客查看顾客
遗留物品，但顾客遗留商品中并没有此牙膏。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.
收银中心人员应向顾客说明原因，并提醒顾客下次
购物注意结帐时清点商品。Cashier in the cashier 
center should explain to the customer, and be 
careful next time.

注意：装袋过程中应认真仔细，避免露装
note: should be earnest and careful ,avoid 
forgetting to encase into the bag
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模拟场景录像片段
The video bitty of simulation scene
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如何设计出适合屈臣氏的门店顾客服务模拟培训系统？
What method will we use to design the SCSS of Watsons ? 

顾客服务内容细分 顾客服务细分场景设计
Each service content designSegment the service 

确认屈臣氏顾客服务含义
Define Watsons service 

什么是屈臣氏希望的服务？

What is the Watsons
expectation service ?

顾客服务包含什么内容？

What does the Watsons
service include ?

•服务场景设计
•Service scene design
•各个场景的联系
•Each scene connection
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门店顾客服务模拟培训系统能带来什么样的效果？
What benefit will SCSS create for Watsons ?

效 果
Benefit

1

2

3

4

员工服务情景体验
Scene experience

5

更快的进入工作状态
Being work 

situation quickly

6

实用的培训效果
Practicality training result

标准化的培训过程
The standardization

training course

大量优质服务员工的提供
Provide more 

excellent employee

门店顾客服务能力的提升
Promotion the store

service ability
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我们在零售业顾客服务和培训领域的经验和研究举例
The case of our experience in store customer service and 
training

门店定期顾客调查

Store customer 
profile survey

门店形象顾客调查

Store image 
customer survey

商品形象顾客调查

Merchandise 
image survey

门店月度顾客调查

Store monthly 
customer survey

顾客投诉调查

Customer complain 
survey
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热点顾客投诉前4位
Top 4 reason of customer complain
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Service At titude of supplier employee
Service At ttitude of Security Guard
Checkout speed of cashier
Convenience of parking space
Convenience of free shuttle bus

Basic Retail Knowledge  - 8 weeks
基本零售知识(8周)

1st

Specialization  - 4 weeks
专业化培训(4周)

2nd

Manager Trainee  - 6 weeks
培训经理(6周)

3rd

知识及岗位培训评估(前7周)
Knowledge & On The Job Training 

(Week 1- Week 7)

沟通能力        Communication

团队合作        Team work

工作主动性     Initiative

知识掌握        Knowledge

稳定性           Stability

出色

Outstanding
可接受,需改进

Fair，need to improve
不可接受

Unacceptable
好

Good

顾
客
调
查

C
ustom

er survey

零
售
培
训

R
etailing Training



感谢您的关注！
Thanks your attention!
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