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00 O O In many service sectors, particularly consumer services such as banks andrestaurants, it is usually clear who
is the customer. Customers are the individuals orgroups of people, external to the organisation, who are receiving
and often payingfor the service. In many of these situations, there is a clear time connection in thesense that service
will be delivered on receipt of the required price, as in a fast-foodrestaurant or retail store. These customers are
sometimes referred to as users, endusers or consumers and they tend to be the people in mind when managers
andemployees talk about customers. However, when we talk about customers, we are usually referring to
bothexternal and internal customers and much of the material in this book can beapplied to both internal and
external customers. Internal customers are individualsor groups of individuals who are a part of the same
organisation but from adifferent unit or operation. For example, the accountancy department, thepersonnel
department and the IT department all in their own way provide servicesto the other parts of the organisation, just as
they also require services from the restof the organisation. The recognition of internal customers and the need to
providethem with services and information is one of the key elements of many qualityimprovement programmes.
These programmes are based on the important premisethat the quality and cost of service provided to external
customers depends on thequality of the service provided to and by the network of internal customers. Many
organisations in recent times have recognised the value in refocusing their'putting customer first' philosophies to
"putting employees first', realising that thelevel of external service is constrained by the level of internal service.
While manyorganisations see their quality improvement activities [J see Chapters 4 and 120J being about
improving the quality for external customers, we believe that organi-sations should start by improving their levels of
internal customer service.
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