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Meeting Customer Expectations

By David Hooper

As I was in the airport today waiting for my flight, I was next to a gate for Southwest. For those that

don't know, Southwest doesn't issue reserved seats like most airlines. Instead, ticket−holders are
issued one of three boarding groups, each of which lines up before the flight. It's very similar to general
admission seating at concerts.

And as I was waiting for my flight, I watched maybe 200 people standing in line, each hoping to above
being sandwiched between two 6'7" fat guys and behind a screaming kid.

I was on a Southwest flight yesterday...and I was one of those people. And it sucked...

Today, I was flying US Airways. I got to the gate, which had about three agents, each of which were
trying to get the people to their flights via several automated check−in systems. Not a great process for
those who don't like automation, but it worked great for me.

Got to the gate and noticed the same agents who were working the ticket booth were also working that
area. I knew US Airways was in bad financial shape, but found this interesting.

How can an airline like Southwest be making hand−over−fist money while almost every other airline is
going broke? Ticket holders line up like cattle waiting to be slaughtered, the leg room is non−existent,
and you're lucky if you get peanuts as your in−flight meal.

Even the full−service, "here's a hot towel, sir" guys can't compete. Why?

You could argue that people are cheap and want to save money, but there is something more than
that. I'd argue that it's because Southwest does a good value of managing customer expectations.

When you fly Southwest, you know you're going to have to line up like cattle, you know the flight crew
will crack jokes, and you know you're going to be short on legroom. And when you know, you can deal
with those things.
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US Airways though, while there was no problem for me today, tries to position itself as a more "classy"
operation. And people expect more. So when flights are delayed or some other problem comes along,
people get pissed.

This is something to think about when dealing with club owners, fans, and anybody else you come in
contact with. People are fine with delays on the new album, a rhythm section that can't keep time, and
just about anything you can dish at them, but you have to let them know what to expect.

David Hooper is the founder of Kathode Ray Music, an artist development organization specializing in
promotion and marketing of independent musicians and bands. Visit

http://WWW.ASPIRING−MUSICIANS.COM

for more tips and hints for musicians, bands, and

songwriters.

Customer Satisfaction

By Christopher

Customer Satisfaction by Christopher

When people buy a product or service, what they are buying are the benefits, value and satisfaction
afforded by ownership or consumption.

Customer and consumer satisfaction is based on the extent to which their expectations are satisfied
through the benefit and value accruing as the result of ownership or consumption.

Part of this also concerns ever−increasing expectations: people now expect ever−greater levels of
customer service; no quibble money back guarantees; prompt attention to complaints etc. For larger
and more considered purchases e.g. cars, computers − people expect enduring and prompt after−sales
service, maintenance and repairs when necessary.

Once customer expectations have been raised, it's very difficult to reduce them. Customers will expect
the problem to be solved, so something has to be conceded in return e.g. a reduction in price, or other
form of free extras.

Expert marketers also now understand that it is much easier to keep a customer than to gain one. Yet
even these days large companies (reported on media television programmes) still make the same
basic mistakes with service.

Is there hope at all?

Christopher owns an ad company
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