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i. Explain various techniques of assessing customer response.
· They are various techniques to use when assessing customer response this can include getting feedbacks from customers. Mostly listen carefully to what they say. Provide a method that invites constructive criticism, comments and suggestions. Thank your customers and find ways to let them know how important they are.

ii. Discuss the role and function of policies and procedures in meeting customer
   requirements.
· They are a number of role and policies that can help meet customer requirements. If you set up policies that are good you will have more customers at your business.

iii. What is the role of quality management in meeting customer needs?
· The role of quality management is to help you provide better service to the customers and respond to their needs.

iv. “A happy customer is a reliable customer’ and a reliable customer means profit” keeping
      in view the statement, point out the ways which help to achieve customers’ trust.
· customer trust can be gained by a number of things for e.g. like being a good listener when customers have a problem, giving discounts to customers ,making sure the products you are offering are up to date. Making sure your workers are plight to customers when giving them any type of service. 
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v. What is meant by CRM? Which type of information does it include?
CRM is meant by Customer Relationship Management this includes managing a company’s relations with customers, clients, and sales prospects. It’s a database which will help you market your business.


	
             	                                                                                                           
       vi. Design and complete a customer satisfaction survey.
· Is our company professional? 



YES                OR        NO
        We will be grateful for your feedback.
Feedback
Customer#1 we think your service is the best in town.
Customer#2 I think you should improve in your customer service.
Customer#3 most of the products you offer are out dated.

vii. Review the success of a completed survey.
· The survey has helped the company to see where it is doing wrong and where it should in prove. It has also showed management to see where it is going wrong.

Case Study

Managers at Clifton leisure centre want to attract more customers. They have improved the Gym facilities with updated equipment. They have also hired a new trained fitness pInstructor. One of the managers argues that before starting on their marketing campaign they should collect some information about their target customer which includes; the age range and occupation.





1. How important it is for them to classify the centre’s users?
· It’s important for them to classify their centre’s users because the can know what type of services the gym can offer and what type of age group is involved.

2. Explain how this sort of data could be helpful?
· This sort of data can help you see what your company is doing right or wrong. It will help you improve in the parts you not doing well.









image1.png
ﬁ
o R




