Portakabin Case Study

Read the case study on Portakabin and answer the following questions:

1. Identify an example of internal customers in the Portakabin organisation.
2. Why is it important to keep loyal customers
3. What would happen if Portakabin had poor customer service?
4. Where does the organsiation believe most of its profits come from?
5. Give two more benefits to the organsiation of good customer service
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Read the case study below.

Why is customer service so important to Portakabin?
Customers of a business can be new ones or current ones
returning to buy more. The significance of good customer
service can be shown in financial terms, as it costs at least five
times as much to win a new customer as it does to keep a
current one. Much of the profits of most businesses rely on
repeat custom.

It costs as much to gain ONE new client as to
keep FIVE existing ones

Portakabin may be the market leader, but if it had
poor customer service, clients could switch to one
of its rivals. The bulk of the company’s profits come
from repeat sales, so it is vital to keep clients
content. This helps the business to compete. Due
to the commitment Portakabin has shown in
providing a first-class level of service, its service
levels have become, in its own words, ‘legendary’.

Customers can be either internal or external.
Internal customers are people within the business
who depend on other parts of it. For example,
continued good sales (in the sales department)
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may depend on the quality of the product (in the ‘&@’7@,

production department). External customers are

those who come to buy products. Portakabin

knows that if its internal customers deliver excellent

service, external customer service excellence will follow —
each member of the business is able to contribute to better
service. To this end, each department has been encouraged to
create its own internal customer charter, and a first-class
service is the target of all internal departments.

Answer the following questions:

1. Identify an example of internal customers in the Portakabin
organisation.

2. Why is it important to keep loyal customers?

3. What would happen if Portakabin had poor customer
service?

4. Where does the organisation believe most of its profits
come from?

5. Give two more benefits to the organisation of good
customer service.
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In the Organising and
supporting events chapter

consider customers’ opinions
following an event.

CUSTOMER CARE

Make the Link

will be required to

Legendary customer

1. Good customer service

Customer satisfaction:
the virtuous circle
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