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1. Give short answers for the following questions:

I. Define customer expectations.
    
This is the total perceived value or benefits a customer expects from a company’s product or                   
Service. A product or service that meets the customer’s expectations will keep the customer satisfied. If the experience customers have is below the expectation level, they are typically disappointed.


II. Outline some basic expectations that customers have about most businesses.

Customers expect certain things from businesses and a business with the highest level of service is able to meet the expectations of customers hence satisfying their needs. Below are some expectations:   

· Fast and efficient service
· High quality  products at a competitive price
· Quick responses to queries; whether online , on phone or in person
· Friendly and helpful staff to provide information and answer questions
· Sufficient stock to meet customer needs
· Trained staff that can handle customer queries
· Clean facility / store or easy to use website

III. What are the different techniques used for gathering information from customers?

· Surveys – Customers can complete surveys about the product and service. An incentive can be provided for them to complete the survey e.g. an entry to a draw for a prize.
· Reach out directly – Asking a customer directly is one of the best ways to gather information from customers. A series of questions can be asked to get a clear idea of what they want. The type of technique for the question can either be open questions, closed questions and probing questions
· Feedback boxes – Creating a feedback box on a site is another technique used to gather information from customers. A simple and easy feedback box can be created on an organization’s page which has to be replied to. Customers will be able to address their suggestions, ideas or complaints and with this information gathered the company will strive to serve them better.

Q. 2. Discuss the benefits of meeting customer expectations.
	
One of the benefits of meeting customer expectations is increased sales. Customers will feel more comfortable doing business with an organization that meets the needs and wants of customers.
Secondly, there will be more referrals from satisfied customers who bring in additional business by word of mouth. Meeting customer’s expectations will keep customers happy and happy customers will want to tell others about their experience. 
Another benefit is customers can transform from first time visitors to loyal clients if their expectations are met. Customers remain loyal and talk favorably about a product or service and are willing to purchase more when their needs and wants are met hence creating a strong customer base.
Lastly, meeting customer’s expectations will lead to a positive company image. An organization that k2exceeds customer’s expectations will have a competitive advantage as it will differentiate itself from its competitors.

Q. 3. Discuss different customer personality types.

a) The Child- These are young customers with little experience. They buy the product without questioning and believe everything they are told about a product. A closing method that can work well can be the assumptive close or empathy close.
b) The Judge- The judge will tell you what they think and may prefer telling to listening. The judge may already have independent facts obtained from magazines, newspapers, online reviews and they will have already made a decision on the product. The judge plays the controlling parent to the sales person. The puppy close or testimonial close can be played by the sales person.
c) The Negotiator- This type of customer is good at negotiating no matter how good the deal, they will keep asking for more until they are certain they cannot get more. They ask a lot of questions and listen very carefully before they get anywhere discussing price. A closing method to use can be the concession close.
d) The Bargain Hunter- These types of customers are looking for a great deal and mainly driven by value. They will look for a great deal in the limited funds they have. They also make impulsive decisions. The quality close or price – promise close may be used to close this customer.
e) The Adult- The adult customer knows exactly what they want and do not like to waste time negotiating or seeking bargains. They will tell you what they want and expect you to give them your best price. They will listen, ask your price and then decide. If they think you are playing games with them or trying to fool them they will simply leave.

Q. 4. ‘One of the best ways of identifying customers’ needs is through questions’. Discuss.

Great customer care involves getting to know their customer so well that you can anticipate their needs and exceed their expectations. To understand customer’s well, you need to be attentive to them whenever in contact, this brings great rewards. The best way to understand customers better is to simply ask questions. Asking the customers what they want in a product is extremely important as this will help to pinpoint the exact features they want in a product making the company to create products which best satisfies customer needs.
Some customers may not be able to state exactly what they want, they might have an idea in their mind but not able to express or rather communicate that well. In this situation, it is best to ask these customers a series of questions and listen carefully to the information in order to get a clear understanding of what the customer actually wants. Once the information is obtained it will be easier to satisfy the needs of the customer.
Techniques that can be used for asking customers about their expectations include:
· Open questions- which are more like questions of reason
· Closed questions – These are short questions which are not very descriptive
· Probing questions – These are questions asked when more information needs to be found about customer needs.

 In conclusion it is important to interact with customers in order to satisfy their needs and exceed their expectations as a happy customer leads to successful business.

Q. 5. Discuss customer behavior classifications based on time, type, talk and tone.

 TIME – Under time, we have the relaxed and rushed type of customers. The relaxed customers are mainly not in a hurry and enjoy the shopping experience. The best way to handle these customers is to make them feel comfortable; give advice on the product and not to be forceful with them purchasing it. On the other hand rushed customers as the name itself says it are in a hurry when it comes to shopping and check out. The best way to handle such customers is to take less time with them and give them quick choices.

TYPE – Under type we have male/ female, young /old shoppers. Males shoppers know exactly what they want and like to get the job done fast, it’s best to be available for advice in the unlikely event that they need it. Female shoppers however like to take their time to make decisions. They are not completely sure about they want and will try out different products. They can be given choices related to their needs and can be offered assistance. The young shoppers are usually on the lookout for good deals due to their low budget. It’s best to advise them on best bargain deals. Elderly shoppers on the other hand require a lot of assistance, like comparing prices and need to be guided about what they want. They require to be given all the available assistance but not unnecessary advice.

TALK AND TONE - You can also predict customer needs from the way they talk and their tone.
Cheerful and Talkative customers will ask for assistance and like to have many options to choose from before making a final decision. They window shop for fun and are willing to take and are willing to take risks. They can be helped to locate products and given many options.
The Serious and Quiet shoppers however know exactly what they want as they would have investigated before hand and will make decisions after serious considerations. Its best to be hand to offer assistance and answer all their questions clear their concerns.

All customers regardless of age, sex talk or tone require to be welcomed when entering the store and assisted with the billing process at the end of their shopping.


CASE STUDY

1. What did Mr. Gavin want?
 
Mr Gavin as a first time plane traveler wanted assistance and guidance on the travelling procedure. He had little knowledge on how to go about with the procedure therefore he required to be guided through the whole process from the check in point up until boarding the plane.



2. How well did the airline staff satisfy Mr. Gavin’s need?

The Airline staff satisfied Mr Gavin’s needs very well. Seeing as he was an elderly person and a first time traveler, he was welcomed in a friendly manner and his nervousness was noticed. Therefore the staff was able to reassure him by explaining to him in great detail at the desk. He was also given an option for assistance to be escorted to the boarding gate. Upon boarding the plane, he was directed to his seat and was given the necessary advice required. All of Mr Gavin’s needs were satisfied according to how the staff is supposed to handle this category/type of customers.

3. Is there anything else that you think that the airline staff should have done for Mr. Gavin?

 In my opinion, there was very little else the Airline could have done for Mr Gavin. All his needs where met and expectations exceeded. The Airline satisfied all the customer’s needs.
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