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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	Question 1:
i, Assessing customer response;
Customer response would be gather information which are suggested, can be implemented based on the information they require on a product going the extra mile to accommodate the service. 
Making important with eye contact and being  friendly getting to know the customer in a detail conversation with the employee by the company delivering training and development of their products and information from manufacture to have knowledge of good and bad points to meet the required to the customer.
Ii, Polices and procedures to the customer 
Starting a business or coming into exceeding business the main points would be stay ahead with niche products in the market place, its vital building customer data base with mission policy and ever changing business will keep up with trends.  Putting in place CRM policy to all understand and follow. 
Iii, Quality Management in meeting customer needs;
Quality management would be focus on demands and customer relations with sales growth keeping track of customers market using latest technology to organise business processes by giving value for money. Making sure the customer understands company  systems by exploring and identify customers needs. In a calm manner and thank the customer in many ways as possible they feel welcomed and the customer has gone away feeling relaxed and exercised of the service provided this is only done by strong management and leadership. 
Iv, Customers trust 
Having an open and honest relationship with our customers will bring awards in customer retention and profit by being unique in how we operate. Listening, giving options in limited time scale and through communication. No matter how demanding the customer are, customers returning and best way of new customers is word of mouth, get it right and profit will flourish making sure can keep up with the demand and suppliers are reliable. 

V, The CRM type of information’
CRM stands for Customer Relationship Management, 
The information style is 
· company and contract management 
· lead and activity management  
· opportunity management 
· marketing and mailing list management 
· sales forecast 
· email 
· business intelligence management 
all these are types of management processes can be used to create and manage customers spending habits, most of all giving the company hw to go about with being in the market. 






Vi, Design and create customer satisfaction survey;

Customer Survey. 
Customer Satisfaction is core of customer service and reflecting on our business activities, we like to measure customer retention and customer loyalty. 
Our mission Is to create excellence in exiting and new customers to maintain your experience to our business as a partnership. 
It’s important to us how we mange our business to your requirements, your feedback is having your say how we can change and maintain your opinion.   
 1, During your most recent visit, was your experience trendily and was you addressed y your name?
· In person 
· By telephone 
· Via email 
· Through a trader or retailer 

2, During your most recent purchase or enquiry, how did you contact us?
· In person 
· By telephone 
· Via email 
· Through a trader or retailer
· Please add your comments  

3, Over all were you satisfied with the way you were treated with the service?
· Strong disagree
· Somewhat agree
· Neither agree or nor disagree  
· Strongly agree 


4, how was your shopping experience in purchasing your item and was displays fully stocked?
· An exceptional value, worth more than you paid for 
· A good value, worth about what you paid for 
· A poor value, worth less than you paid for
· Well stocked 
· No product was available
· Please comment  

5, How did you find the staff with knowledge of products and was all your questions answered in professional manner? 
· Excellent 
· Average 
· Poor 
6, Have you contacted customer service and were your problem resolved?
· Yes by the company or its representative 
· No, the problem was not resolved 
· Was you happy with the result 

7, How often do you shop within the store?
· Daily 
· Weekly 
· Fortnightly 
· Monthly 
· Only when needed 


8, Would you say we gave a good range of products and knowledge?
· Strong disagree
· Somewhat agree
· Neither agree or nor disagree  
· Strongly agree 

9, When you visit the store, what attracts you to shop?
· Product range 
· Promotions and offers 
· Friendliness

10, How would you rate your experience 
· 1 – 3 
· 4 – 7
· 8 – 10  
· Please add comments, and would you revisit 

11, how long did you wait to be served and service at till points?
· 5 minutes 
· 10 minutes 
· 15 minutes 
· 20 minutes 
· Or longer 



12, would you revisit us and tell your friends and family 
· Yes I would revisit and tell friends and family 
· Not sure if I would revisit and tell friends and family 
· No not at all 
· Comments for reasons with the service you experienced.

Vii, Review the success of the completed survey;
I would gather all the customer surveys back highlight the 12 points into categories.
With the following order this would allow to improve customer service and review the business with an action plan and set timescale. 
1, do we have customer retention
2, how are our products and services 
3, how are company standards with first impressions and conduct 
4, do we have enough product knowledge 
5, what are we doing to achieve sales 
6,  are we doing enough for customer service, understanding their requirements 
7, are we listening to our customers 
8, how can we reduce waiting time 
9, training and development plan 
10, positive customer comments 

Putting these in order to obtain information indenting where we are lacking or we can improve the whole business needs for a stringer future with the right employees on board to make changes. 

Case Study:
Question 1, 
The Centre visitors, 
The centers visitors are essential to know who the customer data base are, especially with training programmes to identify requirements of fitness to set  objective to create a schedule to fulfill leisure concept. If the users are a split mix a time schedule would be needed to give requirements to those users if they need a teaching programme with the fitness instructor and maybe need to update concept with users as this is new environment with re launch. 

Question 2, 
The data would be useful with explained in question 1, with the data information gathered from doing a research of expectation of the users, this would benefit training development of the staff due to re – launch and be able to do demonstration to get the audience, giving a further discussion what can offer within the leisure and plan activities going the extra mile.  
·  
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