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1.0 Introduction 
Organizational behavior determines how customer service employee behaves and achieves organizational goals. It is the duty of human resource managers to ensure they have provided the right environment and resources to improve customer service. Ganesh (2016) elucidated that motivating customer service staffs is very essential because they are the image of the company. They deal directly with customers and their behavior has a direct impact on profitability. Customer satisfaction plays a critical role in organizational success. Since customer perception is shaped by customer service employee, it is essential to keep them motivated. Wal-Mart has developed new strategies that are aimed at motivating workers. This paper focuses on Wal-Mart and it competitors in order to identify golden strategies that can be employed at Wal-Mart to motivate front line workers. Empirical studies have shown that employee satisfaction is pivotal on influencing the goals morale and motivation of workers. Ideally, they are many variables that can be employed to influence employee satisfaction. They include offering them the right tools, better compensation pack, recognition and positive management. However, the best strategy that will motive customer service workers is offering them the right tools.
2.0 Offering workers with the right tools 
Hohenberg and Homburg (2016) noted that the best way that will ensure that customer service employees offer high quality customer service is by providing them with the right tools. For instance, Costco Wholesale Corp, one of the main competitors of Wal-Mart, offers customer care employees modern systems and technologies to serve their customers (Hoovers, 2016). This is a strategy that has been the main backbone of Costco’s high quality service. When employees have the right skills, they will be able to offer high quality services to their customers and keep them motivated. Wal-Mart will be able to offer top notch customer services to their customers if the organization offer them tools such as customer relationship management. This system allows customers to manage customer data information and client’s interaction process. Moreover, customer service tool such as CRM can enable Wal-Mart to offer a high competent support system that help employees to offer better services. These services not only help workers to offer better services to their customers, but also increase job satisfaction.
Wal-Mart should also take advantage other tools such as live chat which will allow them to interact with customers on real time basis. For instance, Wal-Mart can apply tools such as Tagove that allows support team to screen share, text chat and video chat with customers. These facilities help customer care service staff to reduce the turnaround time to resolve case thus motivating workers to serve their customers in a much better way.
3.0 Managers should appreciate good work
They most crucial way to motivate workers is taking advantage of work well done by appreciating your team. This claim is supported by Maslow and Herzberg’s motivational theory. Recognition is the main builder of positive motivation. When managers give feedback on good or bad performance, employees know that they should expect from management. If they do wrong, they know management will give them a reprimand. In this regard, managers should also ensure they give credit for good performance. Positive feedback is essential because it enhance morale of customer service workers. Encouraging customer service employee when they are demotivated can boost their morale again. Workers can loss their plot if management does not encourage them positively.
4.0 Offer flexible working condition
Customer service employees are motivated if they have flexible working condition. Even if management offer customer service workers with the right tools, they will not be motivated to offer better services if they overwork. Customer service manager must ensure that there is a balance appropriation of work. This will ensure workers are energetic to offer top notch customer services to their customers. Managers at Wal-Mart should understand the role of a motivated customer service department on sales revenues. When front office staffs are motivated, there are in a better position to offer better services to their customers. Managers should schedule these workers in a way that allow them to worker better to ensure every employee is productive and motivated. This can be achieved in three different ways. First, delegation of duties should depend on the hierarchy of important task. Second, managers must ensure they have the right people for the job. Well experience workers are in a better position to offer quality services to their customers because they have creative ways of solving problems. Moreover, they understand customer needs and have a much more experience on the company’s product and service. A customer service employee must know services and products that are offered by Wal-Mart. This will eliminate a situation where a staff does not know how to answer customer inquiries.
Korschun, Bhattacharya and Swain (2016) highlighted that front office manager should ensure effective communication with customer service team. Effective communication is one of the fundamental tool that managers have on their disposal to motivate workers behind the scene. Although some companies view customer service workers as being low skilled positions, their impact on business service is undeniable. Manager can gauge the performance of the company by listening to the customer service team. Managers just need to open a communication channel to listen to what customers are saying about the company. Many companies use the front office as a source of competitive advantage because customers usually give their views on the company’s products and service and they offer recommendation for further improvement. Customer’s recommendations can be used as a source of competitive advantage which has the potential of increasing customer services.
5.0 Managers should encourage positive performance 
Mayfield and Mayfield (2016) argued that front office managers should spend time with their customer service team in order to encourage them to improve on their level of performance. Many companies ignore customer care service employees. Some managers believe they can post any employee to become a customer care agent. However, they forget that even if they do that, they will incur additional costs due associated with hiring and training new workers. Therefore, it is better to retain the existing workers than to get new staffs.
In conclusion, Wal-Mart can improve customer care delivery by ensuring they offer workers with the right tools. This can also be achieved by appreciating good work which promotes positive behavior toward job performance.
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