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The article analyzes the main indicators of the international migration
processes in Ukraine, which reflect the main directions of migration, describe
the dynamics of emigrants and immigrants in the country, characterize
migration in Ukraine, depending on the type of locality (rural and urban
settlements), such as: the number of exits and arrivals, the share of
Ukrainians of them the migration structure by country of entry and exit.
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Recommendations on the regulation of migration processes in Ukraine are
offered.
Key words: migration processes, international migration, emigration,

immigration.
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Abstract

This article focuses on the study of the definition of c¢project
organizationé and its role in current conditions, as an outsourcing company
for the provision of ¢project productse, that is project management services.
In addition in the article, the possibility and advisability of using logistics in
these companies is investigating, that mean the logistic approach to
managing project organizations.
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their relevance in modern conditions. The result of the research is the
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CUSTOMER SERVICE CHAIN MANAGEMENT IN THE
CONSTRUCTION COMPANY

Abstract

This article focuses on the study of the process of customer service in
construction companies, as well as the application of a logistic approach to
managing this process. Its peculiarity consists in building a customer service
chain, as well as identifying and eliminating possible gaps in this chain in
order to achieve maximum customer satisfaction and increase the profit of a
construction company.
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Introduction

Customer service is an important aspect of just about every industry on
the planet and the construction industry is no exception. In the building
construction disagreements usually happen when the contractor and the

customer donot see eye to eye. Clients
feel dissatisfied when their goals are not met [10].
Todayds customer has become increasi

want high quality products but they also expect high quality customer service.
From a consumer 6s point of vieaymuchust o
part of the product.

The problem of managing the customer service chain of construction
companies is quite new for the Ukrainian market, although foreign scientists
and practitioners are actively discussing its essence [4, 5, 10].

Unfortunately, most usually construction logistics is usually considered
like a multidisciplinary process applied to a given construction to ensure the
supply, storage, processing and availability of material resources on the
construction site, to dimension the production teams and to manage the
physical flows of production [2, 3].
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But, the main problem of this approach is that the basic is a material
flow. And all other flows support the main flow. From our point of view we
must look at this process like a customer service chain where the basic is
customer's requirement.

Formulation of the problem

The purpose of this article is to study the process of servicing clients of
construction companies and to form a customer service chain by identifying
and eliminating possible service gaps.

Methodology

The methodological basis of the study is the analysis and synthesis,
induction and deduction, as well as the dialectical method of research.

Results of the research

Studies have shown that customer service is not just making customer
satisfied with products or services, in fact products or services must have
great positive impacts to their end users [7]. Thus, company need to
understand their customers who also their consumers as well.

Customer service role is to facilitate and coordinate the interconnecting
activities and communications between supplier, partner, customer and/or
consumer to ensure products and services are delivered to its final destination
as promised or according to the purchase/sell contractual agreements [7].

And Supply chain management i s directly rel ated

customers er vi ce. Good supply chain managert

customer service (fig. 1) [based on 6].

Customer
service

Good supply chain
management

1. Deliver products to customers faster
and with greater accuracy

2. Track shipments to ensure they reach their
destination safely

3. Maintain optimal inventory levels so company always has
what customers want in stock

FigureliBasi c of companyd6s customer

All three of these strengths help to build relationships of trust with
customers. If company consistently fulfill its promises and exceed
expectations, its customers will be much more likely to keep coming back to
the company and even refer their friends to it. As economic conditions

S
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Improve and consumers cautiously increase their spending, company can put
itself in and ideal position by optimizing its supply chain management.

According to Peou S., Customer Service Chain Management is the
process of managing and facilitating the interconnecting customer service
related activities through a supply chain collaborative process from raw
materials extracted points to end users [9, p. 8].

From our point of view, Customer Service Chain Management can
improve activity of any company, including building ones (fig. 2) [based on 6].

Customer Service Chain Management

A 4 A

Allows an organization to Enable employees to Allows both
Improve its customer better understand the management and
satisfactions and holistic views of employees to
communications which in customer service chain | | improve and optimize
turn, it reduces operational reactions from start to its decision making

costs and lead times finish process

Figure 27 Advantages of Customer Service Chain Management

If employees of Construction Company understand the interconnecting
customer service chain activities, then they will be able to make better
decisions, in turn customer will be happy.

Studies have shown that when people think of construction, superior
customer service isndt wusually come i ni
the negatives before the positives: a renovation that took too long or a
construction crew that di[d®no0]. cl ean wup

The gap model (or ¢c5 gaps model &) o f
customer-s ati sfaction fr ame woaodé& .of sdrvice quality ¢ 0 n ¢
and its implications for future researc

L.L. Berry identify five major gaps that face organizations seeking to meet
customer's expectations of the customer experience:

1. The Gap between Customer Expectations and Customer Perceptions.

2. The Gap between Consumer Expectation and Management Perception.

3. The Gap between Management Perception and Service Quality
Specification.

4. The Gap between Service Quality Specification and Service Delivery.

5. The Gap between Service Delivery and External Communications.

But, no construction company is a one-man army. In fact, contractors
and companies alike typically have dozens of workers and sub-contractors
working with them. When construction business owners go out of their way to
satisfy customers; the customer service attitude trickles down to other
workers as well.
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That is why we suggest to add in the Gaps model of service quality three
additional possible gaps that may occur in the process of customer service in
the construction company (fig. 3) [based on 1, p. 55; 8, p. 44].

KEY FACTORS OF THE CUSTOMER SERVICE
Word-of-‘mo.uth Personal needs Past experience
Communications
CUSTOMERS Expected
Service
Gap 5
Perceived
Service
Service ) > Comnfj;?égfill)ns to
Deli
elivery Gap 4 Customers
A
LOGISTICS Gap 3 4
SYSTEM OF Service Quality Service Quality
CONSTRUCTION Specification of < > Specification of
COMPANY Construction Gap 7 Constructiorl
Combanv CompanyoOs
A
Gan 2 I Gap 6
A\ 4
Construction Company Partner
Management «— Perception of
Gap 1 Perception of C_Iustomer Gap 8 Customer
Expectation =802 Expectation
POTENTIAL LOSS OF CONSTRUCTION COMPANY BECOUSE OF GAPS
Economic: Socio-economic:
- loss of potential income; - deteriorat_ion of the image of the
- non-rational expenses of resources due construction company; .
to imbalance of service levels: - dissatisfaction of clients and their
" L transition to competitors;
- additional costs for attracting customers. | _ loss of potentially beneficial partners.

Figure 37 Improved Gaps model of service quality for construction
companies
According to the author, as the process of customer service in the
construction company goes far beyond just one service, this leads to an



56

increase of the gaps between the expected and actually provided level of
service. These gaps now appear at the contact points of the construction
company with its partners.

Quality customer service boil s down t
expectations in all areas. To succeed in the construction industry, a
contractor needs to pay close attention to customer requests, no matter how
big or small. Things that might seem unimportant to company could make all

t he

di

fference for i ts clients. | t

work ethic and customer service skills.
Let's look at what a good customer service is. Some authors believe that
it consists of the following components (fig. 4) [based on 9, p. 15].

Vs

Components of a good customer service

= product and service offerings to customers and/or end consumers
-

>fCompanyﬁs ability to effectively\
start to finish

>KCompany65 ability to effaredsbetitewtleehiys\
competitors

-

>( Companyds ability to provide cus|

[ Co mpanyo6s abitite itself framats cdmpetitoes m éerms of )

price, time, product, place, quantity and quality

.fCompanyés ability to deliver 1its

a consistence basis
\§ J

. . . . R N

Improving customer service involves making a commitment to learn and
understand what customers' needs and wants are, and implementing
action plans that implement customer friendly processes )

Figure 47 Components of a good customer service

By encouraging positive customer service attitudes company-wide,
construction companies can ensure each customer experiences the same
service standards no matter which individuals they are working with. From
general contractors to large-scale commercial construction companies, the
construction industry should build a strong customer service foundation.

Providing excellent customer service is a great way to stay ahead of their
competitors, and will generally lead to sustaining profits, flexibility for the
company, and new contracts.

0]

C

o
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Conclusions

Thus, the scientific innovation of this article is the application of a logistic
approach to the construction company management not throe of the prism of
material and supporting flows, but from the point of view of the formation and
customer service chain management in the construction company.

This approach will help to identify and eliminate possible gaps in
customer service process in order to maximize customer satisfaction and
increase the profit of a construction company.
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