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Learning Team Analysis of Business Specialties

Introduction


The following account is of the steps in creating a consulting firm based on the abilities and skills of the team that is already formed.  To form this consulting firm, first is the description and name of the consulting firm must be formed.  Second, a list of several types of problems and issues the consulting firm plans to address.  Third, a statement of services the consulting firm will be offering is provided.  Finally, a direct relation is shown between the teams’ skills and the type of consulting firm chosen.  To begin with is the description and name of the consulting firm.

Description of Consulting Firm


The consulting firm our team has selected is a customer service consulting firm for the banking and financial services industry.  The purpose of the consulting firm is to work with banks that want to provide the highest level of customer service on a consistent basis.    The name of the consulting firm is to be Shumar Consulting Group.

Types of Issues Firm To Address


Customer dissatisfaction is a significant problem – especially in the service industries.  Improved customer loyalty has a substantial impact on profits (Reichheld & Sasser, 1990).  When customers voice they give the firm a change to rectify the problem, and interestingly, if the firm recovers successfully, a chance to increase loyalty and profits (Fornell, 1992).  The types of problems and issues our consulting firm will address are:  1. Listen to the customers.  Let the customer talk and show them that you are listening by making the appropriate responses and suggestions.  2. Answer the phone.  Hire the staff needed to assist customers.  Customers want to talk with a live person, not an automated telephone recording.  3.  Deal with complaints.  Every complaint will receive attention from a staff member or the appropriate staff member.   4. Train staff.  All staff will be trained to be helpful, take the extra step in customer service, throw in something extra (a coupon for a future discount, additional information on product or service, or a genuine smile), and all staff will be given enough information and power to make those small customer-pleasing decisions.    

Services Firm Will Offer

The consulting firm our team has selected is a customer service consulting firm.  We want to provide the highest level of customer service to our clients and we want to provide that high level of service on a consistent basis.  These days’ customers reward those companies that satisfy their needs and reject those that are not responsive to their needs and expectations. Our consulting company will help an organization create a customer service plan. The following are the process our consulting company will be using in working with an organization.


· Assessing the Organizations Customer Service Quotient

· Questionnaire to evaluate the organizations focus on customer satisfaction

· Understanding your customer requirements

· Review internal data

· Employee feedback

· Customer Feedback

· Creating customer vision and service policies

· Establish a customer-centered vision for the company

· Establish customer-friendly polices

· Dealing effectively with customers

· How to communicate to customers

· Greet your customers

· Value Customers

· Ask how to help your customers

· Listen to customers

· Help customer

· Educating the staff

· Schedule meetings to roll out the organizations vision

· Training

With the plan we have in place, we feel very confident that our consulting firm will make a tremendous positive improvement to the organization and the bank will immediately notice the increased skills, and an internal awareness to better and consistent customer service.

Type of Firm Suited To Skills
 

The banking customer service consulting firm is very appropriate for the skill-sets of our team. Firstly, customer service is a universal concept across all facets of business, meaning all team members understand the nuances of customer service no matter what industry they are familiar with. Secondly, the majority of team members have extensive working knowledge of banking as a business and as a profession. Therefore, the most appropriate choice of consulting firm, in relation to team member skills, is banking customer service consulting. 

