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Introduction
“Save Money. Live Better.” Walmart has always amid to help individuals around the world live better lives for a fraction of the cost (Walmart, 2015). As a retail giant Walmart stores see 100,000,000 customers in just one week time at there over 11, 000 locations worldwide (Statistic Brain, 2016). Founder Sam Walton founding principles for Walmart were “great customer service and great values through leadership” customer service is the most important operations the company has and its ability to confidently promote the Walmart brand. However, Walmart seems to have strayed from its core beliefs, and in recent years has been faced with many changes. Many customers complain of lacking customer service and a bad reputation puts the famous retail company at risk of failure. Customers complaints of bad store experiences and product availability can sway customers from returning to store. The following operational improvement plan will outline both issues as well as discusses process to help usher in a new age for the retail giant.

                          Customer Service

Importance 

A company is only as good as its reputation and a bad reputation can be had to fix (McQuerrey, 2016). Regardless of the size of one’s business, exceptional customer service is the basic need and should stand at the very core of the operations model to be successful (McQuerrey, 2016). The importance of providing exceptional customers service of any kind should be the focus of any company to every customer. Walmart is at an elevated risk of losing customers if they have bad customer service. Bad customer service is a serious process that company’s like Walmart must focus on. Being able to reinvent the customer experience and embrace how customers view Walmart standards should be at the top priority of leadership. Every customer no matter who they are should be viewed as a prospective, recent and long-standing customer to ensure they keep returning. Bad customer service can and will affect ones existing customer base and could paternally affect new customers. Customer service does not end at the interaction between one’s employees and customers, it also deals with being able to offer customers a product or service they want (McQuerrey, 2016). Walmart has struggled in recent years with offering customers quality name brand products and its starting to show. Customers are now turning to online companies like Amazon to find items at a fraction of the cost and it is hurting the Walmart brand. As more companies like Amazon appear Walmart must improve its ability to compete if it wishes to remain in the retail business.

Scope


Remaining inattentive to the customer service issue between customers and employees and product demand Walmart faces an uncertain future. Walmart must use critical thinking and leadership to resolve issue it face within its customer service process. Allowing customers to remain unhappy will only hurt sales growth. Walmart will need to renovate employee training to help interactions with customers. It will also need to reevaluate products and vendors to ensure that it offers the best product to its customers. 

Parties Involved/Priority


When change customer services processes many individuals will be affected (Business.gov.au, 2016). The first will be Walmart customer. Changing customer service needs Walmart will need to understand its customer base, this can be done by understand the demographics of each store. Internally it will affect all employees, from top leadership to the cashier at local store. All employees must be willing to help change the reputation the company has acquired as having bad customer service. Employees may also need on the job training to help them better understand the demands of customer service and issue a new age of the a “happy customer”. Additionally, many vendors may be affected by changes made in customer service processes. If Walmart decides to change vendors to offer better quality products many vendors may no longer be able to see its products on Walmart shelves. Vendors may be forced to offer better deals to the retail giant to keep up with the demand Walmart is trying to fill. Customer service is not a process that can be set aside it is a growing and changing process that needs constant change. It is imperative that Walmart expedite changes needed to fix and accommodate its lacking customer service issues. Walmart must continuously train and revamp its customer service process to ensure its customer base remains loyal.   

Conclusion

The founding principles of Walmart were great customer service and great values, but now they have changed. As leadership has changed customer service has also changed and unfortunately, it’s not been for the better if Walmart does not act soon it may find its reputation ruined and at some point, Walmart may not be able to fix it. Customers no matter how big or small are important and should be treated like the are the most valued individual in a Walmart store. Having bad customer service will affect the Walmart customer experiences and drive customers away. Reshaping processes being attentive to the customer service issue between customers and employees and product demand will allow Walmart to push forward into the future.
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