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Voice of the Younger Generation in the Service Sector
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A study to explore the contributing factors for service excellence mindset among the
younger generation
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In keeping with our 2011 theme of "Excel Beyond Limits" and our goal to foster a culture of service
excellence in Hong Kong, the Hong Kong Association for Customer Service Excellence (HKACE) has
commissioned Consumer Search Group (CSG) to conduct a survey research to gain insights into the
perception and attitudes of the younger generation in the service sector.
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The purpose of the study is to provide service organizations with practical, research-based guidelines on
how they can enhance the performance and job satisfaction of their young employees at the frontline, foster
a service excellence mindset and promote a career commitment to customer service among them.
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The survey was carried out between November 12th and December 1st, 2011 in the form of random street
intercept interviews at ten districts across Hong Kong, Kowloon and the New Territories. A total of 700
interviews were conducted, of which 500 respondents are current customer service workers while 200 had
worked in customer service previously. All respondents are between the age of 16 and 30 (the “Younger
Generation”).
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Key findings of the study are highlighted as follows:
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* Nearly half of the responding customer service workers (the “Younger Generation”) are indecisive
towards choosing customer service as a lifelong career. They place high values on working hours, job
satisfaction and recognition. A significant portion of the Younger Generation finds these lacking in the
service sector.

BEI PEEMBE IR E T O DA O R EEEE IS TR R S ISERfEr - R T
PRI ~ AR DA AR RIS« A B RE LB HACRE 7508 Eals R R IR RS S P Ry

Choosing Customer Service Industry as Lifelong Career
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No decision yet
Yes
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47.6%

N

Base: Current CS workers (n=500)



Reasons for Choosing Customer Service Indust

ry as Lifelong Career
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Reasons
| am accustomed to working in customer service industry
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My experience and ability on customer service can help me
advance in this industry
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Confidence in the prospect of customer service industry
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|'am suitable for customer service industry
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Enthusiastic on providing quality customer service
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My education background can help me advance in this industry
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The income is relatively stable in this industry
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Encouraged by family and friends
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%
43.9

42.7

35.0

32,5

26.1

22.3

19.7

121

Base: Current CS workers who chose customer service industry as lifelong career (n=157)

Remarks: Multi-answer allowed

Reasons for Not Choosing Customer Service Industry as Lifelong Career
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Reasons

This is temporary because | hope to find something better
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I don’t like the working hours of customer service industry
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Customer service is high pressure work
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The income is relatively low in this industry
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No professional recognition can be gained in this industry
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My character is not suitable to work in this industry
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Not enthusiastic in customer service industry
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No confidence in the prospect'of customer service industry
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%
46.7

35.2

25.7

248

23.8

23.8

229

21.0

Base: Current CS workers who did not choose customer service industry as lifelong career (n=105)

Remarks: Multi-answer allowed

Companies can motivate the Younger Generation and reduce staff turnover if they pay attention to their
special needs: managing their workload properly, providing adequate support, empowering them more
flexibility in meeting customers’ needs and soliciting their suggestions and inputs to service

improvement.
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How Company Should Motivate CS Workers to Provide Quality Customer Service
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Area

Reduce CS workers’ workload so that they have capacity to provide quality CS
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Provide enough support to CS workers 4 7 E T /41 %5

CS workers with less experience should be supported by experienced
supervisor or colleagues
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Allow more discretion for CS workers to meet different customer needs
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Encourage CS workers to provide suggestions on improving service quality
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Make quality CS a core value of the company
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Praise or reward the CS workers with good service performance
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Base: All Respondents (N=700)
Remarks: Each respondent could choose up to 3 answers

%
41.6

39.7

34.6

329
30.0
18.3
16.6



» Customer praises motivate and drive the Younger Generation to improve whereas complaints are often
met with indifference by half of the responding Younger Generation or induce a sense of frustration to
some of the respondents. Companies which are generous with recognition and rely more on positive
feedback will win over the Younger Generation.
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A driving force for me to work in customer service industry
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Makes me feel that | am suitable for customer service work
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No affects on me at all % F¢ 44 (T2

A driving force for my continuous improvement to
better satisfied customer needs
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Base: Current CS workers (n=500)
Remarks: Multi-answer allowed
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| am getting used to it CRE LI &

Affects my superior’s judgment of my performance
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A driving force for me to improve
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Makes me frustrated towards customer service
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Makes me don’t want to work in customer service
industry anymore
TR ERE IR
Base: Current CS workers (n=500)
Remarks: Multi-answer allowed

*  “People” is a key factor to service excellence. To improve service, companies should invest in staff
training aimed at staff courtesy, competence, communication skills, efficiency, professional knowledge

and understanding of customer needs.
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*  “Process” should be better designed and managed to facilitate CS workers in providing quality

customer service.

IS FER AL R e E BRI iAs. - DABHRR Iss B fR (B E s -

Most Important Element for Quality Customer Service
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Service environment &
facilities
BRI

14.6%

Service workers
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/»49.4%

Service process
RETRE
36.0%

Base: All Respondents (N=700)

Areas Company Should Focus on to Provide Quality Customer Service
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Areas %
CS workers’ politeness i & EHE& A 5.

CS workers’ competence Il 21 T/FREST
Communication between CS workers and customers
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General efficiency of the services JIF5iE 5K

CS workers’ professional knowledge [I775 £ 155 515%

CS workers’ understanding of customer needs
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Accuracy and reliability of the service Iz HERE 5z 7] 5%
CS workers’ ability of problem solving
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Effective service process 13572

Service environment I i5ERE

Base: All Respondents (N=700)
Remarks: (1) Each respondent could choose up to 3

(2) Top 10 of shown



