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1. Evaluation of alternatives

Problem at Work
Internal customer service and product training is needed to improve customer service provision and also to increase sales at the store. Customer service is key principle in attracting and retaining customers to the store. Staff is the first customer who has a shopping experience at the store. Staff interacts daily with the products and also understands customer’s preference of products and the target market the store is interested in working with.
Employees need to understand products that they are selling and their uses. Credibility is built if a customer finds value in the information provided for them. Crosby (1990) ET el says credible information has to be true and also going beyond what the customer has asked. Offering alternatives to customer needs is very important because if a specific product is not available at the store the employees should be able to offer suggestion to what else can be used instead of the preferred product. 
Such suggestions are aimed at increasing sales and also encourage customers and shoppers that they can always rely on the staff to provide correct information and help when need be. Training staff on service and product knowledge is needed at the store so as to increase sales and also grow the market and have repeat customers who will do advertising by word of mouth to another shopper.

Two possible solutions (“alternatives”) to be implemented
Training already existing employees by having frequent meeting before the store opens increases product knowledge. These meetings and training can be done in batches according to products available at the store. Inviting the owners of the products to come and train staff within the organization lead to good relationship between suppliers and the store itself. The suppliers feel that they are part of the store and also because employees interact every day with the shopper they have feedback on shopper’s reactions towards new and existing products in the market. 
Suppliers offering trainings reduce the cost of training and also each supplier offers products that are a competition to others who are in the same category. The other alternative to trainings is hiring professional trainer at a cost to the store. Paying a professional trainer on customer service and product knowledge is another alternative as the trainer is neutral on products retailing at the store. Being neutral and friendly to all product suppliers encourage all suppliers to work hard towards increasing sales. Trainings should never stop at any point as learning is a continuous process and moreover, every new employee should be taken through trainings as part of induction to the store. 
 
Five criteria used to measure worth of each alternative Cost
Hiring a professional trainer comes at cost to the store management. Though a professional trainer will tackle issues such as customer satisfaction and product knowledge According Parasuraman, ET el (1991) employee talk on their experience and interaction with customers and how they have dealt with customer and product challenges. Satisfaction can also be through support on payment to the suppliers who are also part of the customers in the store. Customers are not only shoppers but also suppliers who are indirect clients to the store. Shoppers to the store come with their children who sometimes cause tantrums or want products that can’t be bought by their parents. Offering help to these distraught parents encourages them to come to the store often, 
Asking suppliers to come and offer trainings to staff at a particular time comes with emotional cost, as the store will not be able to have criteria of choosing specific suppliers to do the training. Since the store offers various products and some in competing category inviting suppliers of competing category at the same time will not be courteous and may end up losing suppliers business. 
Trainings sustainability
Learning is a continuous process that never stops and frequent trainings encourage perfection and also reviewing what was discussed in the previous trainings and the lessons learnt after the training offers a snip view into employee’s knowledge practice. Frequent trainings build employees product knowledge and build on customer service as they practice it every day. Having trained facilitator from a reputable organization increases customer service training credibility as these trainings can be used as an additional service provision to the suppliers.
Duration
Monthly one hour training ensures that employees don’t feel burdened and overwhelmed with work and customer service and product knowledge training. Frequent trainings are considered boring. Staffs frequently learn new products every day at the store. Shoppers who notice small positive changes make their experience good and rate the store a notch higher.
Efficiency
Superior customer service is made mandatory to the shopper who expects nothing less of the value of their money and time spent at the store. Concrete standards of service and quality product knowledge go a long way in establishing store culture and customer expectations. 
Implementation strategy 
Using already existing knowledge of employees to find out what they need to learn more and how service and sales can be improved goes a long way in establishing gaps in the customer service and product knowledge.
Conducting research on Customer service and product knowledge
Direct feedback from customers by asking to fill questionnaires whether they are satisfied with service provided at the store or what are their recommendations. Customer expectations is looked at and managed. Orientation to the store is achieved by analyzing their feedback. Also, comparing sales before the trainings and after the trainings. Increase in sales translates to successful training and continuous one at that. Attention to detail on customer needs encourage customers to shop more as they feel valued and activities centered on them.
1. Organizations that have increased sales through improving customer services include Apple. The company offers user experiences that are rewarding making the clients wish to come back again for the products and even retain the products. The company offers their clients services that are high quality leading to most of the clients opting to remain loyal to the brand. This increases the sales of the company thus a good case example of how improving of customer services could increase sales. Clients can destroy or lift a business depending on the services that they are offered. Apple offers its training through professionals who are specialized at training new employees. it has thus been successful at the training leading to high quality employee satisfaction.

On the second alternative, a company that has managed to train employees by frequent meetings is CyberCoders. The company looks for employees who are positive and hardworking in the intension to serve their clients better. Due to the core values of attracting key competitors in career development, the company is able to pick well trained employees who are then trained according to the norms of the company. This training has led to increased profits due to high customer satisfaction.
2. Cost
Training the employees to increase the sales would involve high costs when using professional trainers. Professional trainers will require large salaries in order to train the employees successfully and also unlike employees who will be trained in the store by the firm itself, there will be need for a space where the employees will receive the training. The space will also involve cots that will be incurred through hiring of the space. On the other hand training the employees in the store will therefore be effective since no space will be required to be let. 
Training sustainability
Having trained facilitator from a reputable organization increases customer service training credibility as these trainings can be used as an additional service provision to the suppliers. A trained facilitator will therefore be useful to train the employees in comparison to employees being trained at the store for a wider exposure, leading to better employee satisfaction and more sales.
Duration
 To have effective training sessions, it is important to understand employees will feel burdened by consistent training sessions which will lead to them feeling overburdened. They will in turn lead to poor customer services. The employees will in turn cause the customers to turn away from the store and focus to areas where the customer services are effective.
Efficiency
Proper employee training is crucial as it will ensure that the client gets the service that they requested for and are willing to pay for. If the employees get lesser than the requested quality they will shun the business and head for one that will offer services that they require.
Implementation strategy
 Utilizing the employee who already exists in the store ensures that proper training is done since they are the ones who know what the customers require. They are well informed on the requirements of the clients since they are the ones who face the clients during the daily business of the firm.

3. Findings and Analysis
The employees need to have knowledge of the items that they are selling. This knowledge will be utilized in explaining to the clients on how the product works. Since the employee will be having the knowledge will have the ability to explain to the clients substitute items that could be used in case the item that they needed was too expensive or was not available at the moment (Garcia-Murillo, & Annabi, 2002p.881) Training of employees is thus useful as it leads to creation of an atmosphere that the employee is able to offer services to the clients which are rewarding and that would increase the sales by retaining the employees and bringing others through word of mouth (Crosby, Evans, & Cowles, 1990, p.81). Companies would therefore reap the rewards of training the employees since training the workers increases worker retention rates, customer satisfaction and creativity for innovation of new ideas. Effective training save money for the business by reducing the time spent on solving problems and production of a better working force.
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