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中文摘要

售后服务在“服务为王”的现今世界越来越受重视,已成为企业利润增长点和市场竞争区分点。然而在中国,由于消费者观念和销售策略等原因,售后服务一直处于难以盈利的尴尬境地。尤其作为首饰行业,既要适应中国本土的市场销售策略和客户“免费服务”的消费文化，同时还要面临竞争中诸多不确定因素的影响。因此,售后服务尤为重要。当商品在质量、功能、价格等方面已很难与竞争品牌拉开差距,营销逐渐转服务体系的完善上,同行企业之间的竞争,越来越依赖于服务的质量。现代营销服务既讲求售前、售中的服务,这是营销成功的准备;同时更要讲求售后的服务,讲求售后服务质量,因为售后服务的质量水平直接影响着企业的营销的持续开展和扩大,决定着企业营销的最终成功。本文的研究对象北京菜市口百货股份有限公司，其在首饰行业售后服务中处于同业领先地位，本文将理论结合实际，通过对北京菜市口百货股份有限公司售后服务的研究,掌握其服务过程中各个环节的控制要点，实现售后服务快速响应,提升员工以及整个售后服务部门的服务质量水平,使售后服务部门为企业的营销开展提供强大的保障。
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Abstract

After sale service is more emphasis on "the world today and service for the king", has become the enterprise profit growth and market competitive differentiator. However, in Chinese, because the consumer concept and sales strategy and other reasons, after sale service has been difficult to profit in embarrassment. Especially as a jewelry industry, we must adapt to the China local market sales strategy and customer "a culture of consumption" free service ", while also facing competition in many uncertain factors. Therefore, after sale service is very important. When commodity in terms of quality, function, price, brand and competition has been very difficult to open the gap, improve the marketing gradually service system, peer competition between enterprises, more and more dependent on quality of service. Modern marketing service not only emphasizes the pre-sale, sale service, this is the marketing success of the preparation; at the same time, more attention to customer service service, emphasis on customer service quality of service after sale service, because the quality level directly affect the enterprise marketing and expand sustainable development, decides the final success of enterprise marketing. The research object of this thesis Beijing Caishikou department store Limited by Share Ltd, which in the same industry leading position in the jewelry industry after sale service, combining the theory with the practice, through the study of Beijing Caishikou department store Limited by Share Ltd after sale service, control points of each link in the service process, customer service service to achieve rapid response, improve the service quality level of employees and the after sale service the customer service department, service department provides powerful guarantee for the enterprise marketing.
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