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Women are four times more trouble-
some as customers than men, who
are, however, more aggressive and
sometines threatening, according to
a survey ot frontline service staffon
the abuse they tuke from customors,

For 53.6 per cenl of the workers,
the gender of customers made a
difference as to how they were trcat-
ed. Of these, B1.3 per cent said that
their female customers were “more
troublesome”.

The Vital Employee Scrvice Con-
sultancy conducted a survey of 500
employees in October,

“Women are prone to CXPTess
their emotions,” said Suen Lap-man
of the eonsultancy, “They are morc
caretul with checking the goods they

buy, so they request exchanges or re-

[unds more often, (we.”

Bul when men became angry,
theywere more likely to resort tu vio-
lence, the survey found,

The consultancy - part of the
Christian Family Service Centre —
found that some male custumers
would suggest thal frontline female
workers have a one-night stand with
them. Workers also complained they
had been subject to verhal abusc and
even physical violence. Abuse in-

cluded customers makingunreason-
able demands, urinating in public
places, splashingwateronto the faces
of workers in restaurants, and delib-
erately drupping tood onlo the floor
and then asking the worker to clean
up the mess,

Suen said an increasing number
of employees were secking counsel-
ling from them hecause of customer
abuse. Of the 4,000 cases they dealt
with in the past year, 34 per cent in-
volved staff trying to adapt to & work
coviranment. And a large portion
0f those cases involved abusive
Customers.

Survey respondents were ey
divided on the issue ofwhether Hon g

i LA
.I

RO

=

Wo
careful with
checking the goods
they buy, so they
request exchanges
or refunds

more often, too

SUEN LAP-MAN

Kong or mainland customers were
the most troublesoine.

The consuitancy found that most
companies wcre not otfering suffi-
cicnt support to their staffin han-
dling abuse, with 61.6 per cent of the
interviewees saying they were under
great pressure al work,

Nearly 75 per cent said they
hoped the more senior emplovees
would actively help them with the
toublesome cases, and 68.8 per cent
said they wished management was
mare sympathetic with them in deal-
ing with (those cases.

Suen said that some respondents
suggested companicsshould arrange
for management staff to work on the
front line from time to time, so they
could understand the situation ofthe
low-level staff. They also said that
companics’ policies should be made
clear to both emplovees and custom-
€rs, so that there would he fewer
conflicts,

“Reducing conflicts can actually
help ciployers cut costs tog, as han-
dling complaints is actuully expen-
sive,” Suen said.

“Lmployees will he upset if they
tecl they're not backed up, and irn-
over 1aies will be high.

‘And when complaints are
lodged, reports have (v be produced,
and the processing of themn can in-
crease cosis. tan.”
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