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Seconde partie de l’épreuve 

 

                                                                                                                                               

                                                            

        

                                                                    

https://www.trustpilot.com 

Situation 
 

You are the Manager of the Customer Relations Department of Marks and Spencer. 
You have just received the latest results about your online store from Trustpilot.com, a 
popular consumer review website. They are alarming. You have a meeting with the 
board members and have to present the arguments you would give to change the 
situation.  
 
Consider the following hints: 
 

- Solutions to make the staff more efficient and more motivated 
- Improvements to upgrade the follow-up of customer orders and the delivery 

service 
- Solutions to keep your old customers. 


