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Abstract

The industrial revolution of the 18th century led to mass production of goods,
resulting in sales personnel playing a crucial role as intermediaries between buyers and
products. Following World War Il, intensified business competition brought about the
integration of service concepts alongside product sales. In the 21°" century, organizations
face complex markets and diverse customer demands, creating the need for floor
supervisor within modern organizations who focus on providing prompt customer service,
creating satisfaction, and working with flexibility and agility. Floor Supervisor must therefore
possess essential 21° century skills, including measurement and evaluation of work
quality. The SERVQUAL tool is used to assess gaps between customer expectations and
perceptions of service quality, enabling a deeper understanding of customer needs,
a critical factor that organizations prioritize, as service quality directly influences customer

value creation and satisfaction.
Keywords: Floor Supervisor, Service Quality, Modern Organizations
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? Gourav, Madhuri. Floor Supervisor Essential Duties in Call Center Management. [Online]. Retrieved 11 May
2025, from: https://convin.ai/blog/floor-supervisor.

“Indeed. What is a floor supervisor?. [Online]. Retrieved 28 January 2023, from: https://ca.indeed.com/career-
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°¢ Johnston, V. et al., “Supervisor Competencies for Supporting Return to Work: A Mixed-Methods Study,” Journal
of Occupational Rehabilitation 25 (2015): 3-17.

“® Gonsalvez, C. et al,, “Supervisor versus self-assessment of trainee competence: Differences across developmental
stages and competency domains,” Journal of clinical psychology 79, 12 (2023): 2959-2973. [Online]. Retrieved 11 May 2025,
from: https://pubmed. ncbi.nlm.nih.gov/37688801/

*? Hardison, D. et al., “Identifying construction supervisor competencies for effective site safety,” Safety Science
65 (2014): 45-53.

*% Suzaki, K. et al., The new shop floor management: empowering people for continuous improvement (New
York: The Free Press, 1993).

*= Serpell, A. et al., “A competency-based model for construction supervisors in developing countries,” Personnel
Review 36 (2007): 585-602.

o Fuller, S. et al., “Women Managers and the Gender Wage Gap: Workgroup Gender Composition Matters,” Work
and Occupations 51, 3 (July 2024): pp. 325-361. [Online]. Retrieved 11 May 2025, from: https.//doi.org/10.1177/07308884231178314
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e Parusuraman, A., Zeithmal, V.A. and Berry, L.L., “A conceptual model of service quality and its implications for
future research,” Journal of Marketing 49, 4 (1985): 41-50.

° Parasuraman, A. and Zeithmal, V.A.,, “SERVQUAL: a multiple-ltem Scale for measuring consumer perceptions of
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o pors, N.O., “Sampling of respondents and SERVQUAL studies,” The Bottom Line 13, 2. [Online]. Retrieved 11
May 2025, from: https://www.emerald.com/insight/content/doi/10.1108/bl.2000.17013baf.001/full/html

< Kris Piroj. SERVQUAL: Service Quality. [Online]. Retrieved 28 January 2023, from: https://greedissoods.com/servqual-Fis/
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Floor Supervisor for Modern Organizations in the 21" Century

STEP 3

<
L SERVQUAL N

VQUAL e J
ST.EP.Z W vg.’ akie % { @‘

- Reliability
- Responsiveness . . .
MODERN ORGANIZATIONS
STEP 1 - Lean Hierarchy Model
- Teamwork

Ci E C Satisfacti Cc Loyalty

- Empathy

- Assurance
- Technology
- Workforce Diversity

SKILLS
- Hard Skills
- Soft Skills

A @ Floor Supervisor for Modern Organization in the 21°' Century
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©¢ O’Dell, Susan M. and Pajunen, Joan A., The Butterfly Customer: Capturing the Loyalty of Today’s Elusive
Consumer (Toronto: John Wiley & Sons Canada, 2000).
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