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Chapter 2 | The service concept

3 Profile your process and assess areas of weakness (non-alignment) and any
opportunities to use it to drive strategic advantage.

4 Assess the ways in which your organisation achieves the benefits of focus.

Case exercise
Build-It home improvement stores, Sweden

Bert Nystrom was the managing director of Build-It AB, a chain of do-it-yourself (DIY) stores across
Sweden. The Build-It concept was modelled on the same lines as the American company, Home
Depot, but didn’t seem to enjoy the same level of success. This was frustrating given that home
improvement is the number one use of disposable income. That said, it is clear that customers are
expecting a great deal from their home improvement stores, not least because DIY is so important in
their lives.

Bert observed customers leaving his stores and, although they were spending money, they didn’t seem
to be delighted with the service or with their purchases. Routine customer satisfaction surveys didn’t really
give much insight, suggesting customers were satisfied, but not delighted, with Build-It. However, there
was no consistent message as to what Build-It should do to improve the satisfaction scores.

He decided to talk to some of the customers in the store to try to understand what they were
really looking for and to get some clues as to whether Build-It was delivering what they wanted.

Jenny Soderstrom said:

It's OK here, but | feel intimidated by the store - there’s so much stuff, I don’t know what | need
and haven't a clue about how to use it. Everyone else looks so competent, able to explain exactly
what they need, that | feel a bit pathetic in asking for help about how to mend a leaking tap! More
often than not, | give up and leave the store without buying anything, feeling pretty bad, and
reluctantly deciding to pay someone else to do this for me. This isn’t what | want, but it seems to
be the only thing I can do.

Marcus Wallenberg added:

My wife and I have invested a great many krona in improving our home. We Spent years creating
our perfect home. Every time we go to Build-It we set off with a picture of what we're trying to
achieve in our minds. It’s not just the end result that’s important, but knowing that we've been a
part of its creation gives us such a buzz, so going to Build-It is part of this. It’s a real mixture of
experiences for us. Sometimes we're delighted with the service we receive, we get exactly what
we need to complete our latest project and we know what we need to do to make it happen.

Unfortunately, not every visit to Build-It is this good. Sometimes we would like to take time to
discuss different options with someone who knows what can be done. Unfortunately, some
employees are neither competent nor at all interested in our projects. It feels like they want to take
our money and get rid of us as quickly as possible.

Frederik Aberg commented:

I'm a self-employed craftsman. I've been building house extensions and carrying out small building
work for 20 years. | know what | want when | go to Build-It and | need to get in, get served, and
get back to work. I need bigger quantities than the general public, slicker service, and | don’t want
to have to have to wait to be served because employees are discussing simple projects with
Ppeople who simply don’t know what they’re doing.
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