
FrontOfficeandBackOffice

ThetermsFrontOfficeandBackOfficearegenerallyusedtodescribethepartsofthe

company(orofitsinformationsystem)thatarededicated,respectively,tothedirect

relationshipwiththeclientandpropermanagementofthecompany.

Thefrontoffice,sometimesalsocalledFrontLine,referstothefrontpartofthe

company,visiblefortheclients,suchasthemarketing,usersupport,orafter-sales

serviceteams.Peoplewhoworkinthisofficearetheoneswhodealdirectlywith

customers.Theyprocessordersandmakesureclientsandcustomersarehighly

satisfied.Therevenueofthecompanyismoredependentonthefrontoffice.

Backofficereferstoallpartsoftheinformationsystem towhichthefinalusersdonot

haveaccess.Theterm thereforecoversallinternalprocesseswithintheenterprise,

suchasproduction,logistics,warehousing,accounting,HRM etc.Itconsistsofthe

administrative staffofthe company,who doesnothave to meetthe company’s

customersface-to-face.Thisisthepartofmostcompanieswherethetasksare

devotedtorunningthebusiness.Withoutbeingseenbyclientsorcustomers,theywork

indirectlytowardscustomersatisfaction.

TheServiceMarketingTriangle

Theservicemarketingtriangleisastrategicmarketingmodel,whichshowsthekey

marketingactivitiesthathappenbetweenthekeyactorswithinservicebusinesses.It

providesavisualwayofunderstandingtheimportanceofpeopleinaservicebusiness.



Eachactorworkstogethertodevelop,promoteanddeliveracompany’sservice.The

actorsare:

 Company:Itreferstotheleadershipteam ofthecompanyinquestion.

 Employees:Itincludes allemployees,including subcontractors who deliver

company’sservice.

 Customers:Itincludesexistingandpotentialcustomersofthecompany.

Thelinesbetweenthepointsshowthedifferenttypesofmarketingthatmustoccur:

 ExternalMarketing:Itoccursbetweenthecompanyanditscustomers.External

marketingisanycommunicationtoexistingcustomersorpotentialcustomers

thathappensbeforeservicedeliverystarts.Formsofexternalmarketinginclude

advertising,personalselling,public relations and directmarketing.External

marketing is used to achieve aims like:creating awareness,setting price

expectations,settingservicelevelexpectationsetc.

 InternalMarketing:It occurs between the company and its employees.

Employeesareviewedasinternalcustomersinservicebusiness.Theleadership

team mustfirstsatisfyemployeesiftheywanttoservecustomersbetter.Key

components ofinternalmarketing involves:motivating employees,teaching

customersatisfaction techniques,communicating company goals regularly,

managementofchange,goodpayandworkingconditions,propertrainingetc.

 Interactive Marketing:Itoccurs between employees and customers.Each

significantinteractionbetweenanemployeeandacustomerisknownaservice

encounter.Interactivemarketingisimportantbecauseitestablishesbothshort-

term andlong-term satisfaction.Thatmeans,ifacustomerissatisfiedwiththe

servicetheyreceiveintheshort-term,theyaremorelikelytobesatisfiedinthe

long-term.

Theservicemarketingtriangleisbasedonthefactthatallservicebusinessesareabout

promises.Thebusinessmakespromisestoitscustomersthroughexternalmarketing.

The business facilitates its employees to keep those promises through internal

marketing.Finally,thebusinessdeliversitspromiseswithinteractivemarketing.


