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Paying through
the nose for
bad manners
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IT probably comes as little
surprise to most consumers
to learn that a survey
recently discovered that a
whopping 44pc of Irish
companies do not respond
to customer enquiries.

The responsiveness of 225
organisations was tested in
Ireland and England in the
retail, financial services,
travel, tourism, government,
health and media sectors.

All the organisations
involved in the survey,
which was funded by the
Institute of Customer Ser-
vice, were contacted by
email and given a simple
query about their com-
plaints procedure.

Surprise, surprise, not one
of the retailers contacted in
Ireland replied within 24
hours of being contacted.
More than half of all retail-
ers did not respond at all.

The worst responding sec-
tor was travel. All the orga-
nisations contacted in this

sector failed to respond in
any form.

To be fair to the financial
sector, it achieved the sec-
ond-highest response rate
with 56pc of those surveyed
getting back by email or a
phone call within 48 hours.

Your Money gets inun-
dated every week with con-
sumers complaining about
banks that do not respond
to calls, service companies
that cannot send a repair
man in less than a week,
and deplorable broadband
after-sales service.

Business performance
consultant Pamela Fay

‘Isitme, orare
the staffin
places like
Woodiesand
Dunnes
Stores, and
taxi drivers,
particularly
unciviland
unhelpful?’

recently branded the poor
service that is now rife in
the Irish economy as bad
manners. And this bad
manners is costing Irish
business.

Much of the problem with
bad manners stems from a
lack of confidence on the
part of the individual con-
cerned, Ms Fay posits, in
what seems almost like an
apology for bad business
behaviour.

Many people in service or
sales jobs don’t even realise
the extent of their rudeness
towards consumers.

It can be as simple as ser-
vice staff eating while on
the phone, hanging up
ahead of the caller, or talk-
ing to a colleague on the
check-out when a customer
is being ‘served’.

Is it me, or are the staff in
places like Woodies and
Dunnes Stores, and taxi
drivers, particularly uncivil
and unhelpful?

The basis of good man-
ners is having the common-
sense to consider other peo-
ple, and then treat them as
your would like to be
treated yourself.

Living in Ireland is expen-
sive, so it is not too much to
ask when shelling out, say
€80, to be treated with
some degree of respect.

Although we tend not to
complain, companies
should realise that custom-
ers will quietly take their
business elsewhere if they
feel they are not being
treated properly.

Wise up business; the lit-
tle guy is actually a big
spender in this country.
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