
THE Celtic Tiger
years brought with
them many advan-
tages for Irish busi-

nesses and customers alike,
but not everything has been
positive. In fact, in a rush to
get the business and beat the
competition some compa-
nies have forgotten about the
quality of customer service.
Karen Sommerville,
customer communications
specialist and director of Call
Focus, says good manners
are absolutely paramount in
business. 

“It’s the old cliché but it’s
a very true one; you have to
be nice to the customer
because he’s the one who
signs the chequebook. To
hang on to a customer is
actually five times more prof-
itable than getting a new
one.”

Bad manners are about
neglect, complacency, not
going the extra mile and not
looking professional, notes
Sommerville. “Companies
use bad manners when they
don’t get back to their
customers or have bad
communication systems in
place. These things send a
message to the customer that
you don’t care,” she says. 

According to the latest
business survey from the
ISME (the Irish Small and
Medium Enterprises Asso-
ciation), almost half of busi-
nesses now use email for
more than  50pc of their
business correspondence.
According to Sommerville,
this has led to bad manners
being rife in the use of email. 

Text language, she says, is
often used, and this is
considered bad manners.
“Unfortunately, people aren’t
using email correctly. We’ve
all received emails without a
subject heading or where
there’s ‘c u’ written in them.
Staff should also remember
the issue of confidentiality
and consider legal implica-
tions in forwarding emails.
Companies should train
their staff on email
etiquette.”

Sommerville says compa-
nies should implement a
communications policy and
offer training to staff. 

“If companies can fix the
customer service aspect of
the business, not only are
they going to save on the

cost of having to resolve
issues, they will be adding  to
their bottom line by invest-
ing in their existing
customers. Staff also want
to work in a happy environ-
ment, and if the customers
are happy, this means the
business can enjoy a higher
retention rate of staff as
well,” she says. 

A survey carried out by
the Institute of Customer
Service in the UK last year
found that over 60pc of
customers are now willing to
complain most of the time, a
10pc increase in five years.
Some 53pc of customers
believe organisations are
getting worse at handling
their complaints, while just
5pc have had their complaint

resolved at the first point of
contact. 

“I think what you have is a
general lack of appreciation
as to the impact that indi-
viduals can have on the
success or otherwise of the
business,” says Tony Bren-
nan, director for Ireland of
the Institute of Customer
Service. 

Customer service levels
can be improved if staff
understand their role within
an organisation and how
their mistakes can affect the
business, adds Brennan. He
says that good customer
service must be backed up or
supported by management.

“Too many CEOs and
senior management say they
really care about customer
service, and then when it
comes to investing money
in training, they don’t put
the money in. They need to
put their money where their
mouths are and invest in
their systems, have the right
supporting products and
technology. Also staff
members need to be suitably
engaged.”

Brennan says that while
not all companies have bad
customer services policies
in place, it is difficult to find
a shining example in Ireland
today. “There are pockets of
brilliance in some organisa-
tions but the challenge for
business is to deliver good
customer service across the
organisation. From a HR
perspective, people stay
longer in organisations that
deliver excellent customer
service.” 
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All operations go 
GERALDINE White
(pictured above) has been
appointed operations
manager with Enclave Tech-
nologies, a company offering
managed IT services. White
has over 17 years of technol-
ogy experience in both the
public and private sectors.
She joined Enclave Tech-
nologies from HSBC Securi-
ties Services (Ireland)
Limited, where as project
manager she managed the
global web systems devel-
opment for the fund

management and investor
base. Previously, White held
senior strategic positions in
the B2B eCommerce firm,
Marrakech and Statoil
Exploration Ireland.

Talent spotting
Candidate Manager, a global
provider of web-enabled
talent management systems,
has appointed Ryan Reid vice-
president. A key focus for Reid
will be to oversee Candidate
Manager’s continued expan-
sion within the North Amer-
ican market where it has
experienced  rapid growth in
recent times. He rejoins
Candidate Manager from
Oracle Corporation where he
held the position of UK 
sales manager. Reid joined
Candidate Manager in 2003 as
part of its start-up team as a
senior account manager. He
holds a BA (hons) in business
studies from Portobello
College Dublin.

New direction
Savills Hamilton Osborne
King has announced that
Matt Jones (pictured above)
has been appointed to the
role of managing director of
Cordea Savills Ireland, previ-
ously known as HOK
Investors. Prior to his
appointment, Jones was a
director in Quinlan Private.
A graduate of Trinity College
Dublin, he joined KPMG as
a graduate trainee in 1995.
Jones qualified as a char-
tered accountant in 1998
and as a tax advisor in 2004. 

Access Asia
A MAJOR report on trade
with Asia was launched by
IBEC this week. Entitled
Opening Doors to Asia, the
report shows that bureau-
cracy, customs delays and a
lack of intellectual property
protection are seen by busi-
nesses as significant obsta-
cles to boosting trade with
the region. The report calls
for a range of measures from
the Government and the EU
Commission to enable Irish
companies to benefit from
the enormous trade oppor-
tunities that exist with Asia.

What’s needed according to
the report is: improved infor-
mation on Asian markets;
new direct flights to the
region and harmonised tech-
nical regulations. IBEC also
calls for a strategic plan from
Government to tackle non-
tariff barriers. 

Rewarding
the good

Stale and ageing reward
practices are putting compa-
nies at high risk of losing
and failing to attract a high-
calibre  IT workforce, accord-

ing to tech advisory firm,
Gartner. To avoid this, a
proper rewards package
must be in place. “Other than
pay and benefits, work expe-
rience rewards touch nearly
everything that connects the
individual to the company,”
says Lily Mok, research
director for Gartner EXP’s
human capital management
content development group.
This, she says, includes
culture and work environ-
ment; acknowledging the
employee’s effort and
performance and  accom-
modating their work/life
balance needs.

ON THE MOVE

‘It’s the old cliché
but it’s a very true
one; you have to be
nice to the customer
because he’s the one
who signs the
chequebook. To
hang on to a
customer is actually
five times more
profitable than
getting a new one’

KAREN SOMMERVILLE: customer communications specialist and director of Call Focus

Irish companies have witnessed huge growth as a result of  the Celtic Tiger, yet, for many, their customer
service skills have failed to keep pace. So how does a company deal professionally and profitably with
their current client-base? Linda Daly reports

Service with a smile


