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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. 
	1. Give short answers for the following questions: (15)

I. Discuss the importance of customer services in an organisation.

The area of customer service is the foundation of most if not all organisations.

Providing a poor level of customer service will prove costly. 

II. What is customer retention? How does it can benefit a business?

Customer retention is retaining the existing customers and keeping them happy. Happy and loyal customers will mean repeat business for your products or services.

III. Outline the benefits of a customer focused service?

Focusing on the customers needs will in turn create loyal customers, which leads to more business and gain their trust.

IV. What is customer loyalty? How would you depict a customer’s relationship with

a business in terms of a loyalty ladder?

Customer loyalty can be best explained through repeat business of your product or service from the same customer, even though they have many alternatives to choose from.

Organisations deal with different types of customers. Loyal customers keep on coming back and buy the same produce or use the same service. Some buy it once and didn’t like it and go else where and others hate the product and leave a negative feedback. These customers are accommodated on the loyalty ladder, which defines the level of loyalty of the customers

V. It is said that “today’s customers are different from those of the past”. Why

Customers these days have become more streetwise and are happy to shop around to get the best deal. They want value more money and time saving products or services.

2. Define the following terms; 

a) Internal Customers – employees of the company who help sell the products or services.

b) External Customers – people who pay for the services or products that the company sells

Sample questionnaire -

1. How often do you stay at hotels?

A. Once a year
B. Twice a year 
C. Frequently
D. Occasionally
2. What are the specific reasons behind your visit in a hotel?

A. Family holiday
B. Business trip
C. Use of the hotel restaurant and bar 
D. Recreation and business facilities

3. What do you look for in a hotel?

A. Customer Services 
B. Good Food, Restaurants & Bars
C. Room facilities, Hygiene and Location 
D. Hotel facilities such as the Gym, Business facilities etc

4. How did you hear about this hotel?

A. I already knew of it. 

B. The Internet. 

C. Friends and relatives. 

D. Media. 

E. Books and guides. 

F. Travel agent. 

G. It was part of the travel package. 

Case Study
1. Why the company has lost its existing customers?

The company has increased it marketing budget to attract new customers and have neglected their loyal customers and lost them. The increase in budget has affected other areas such as the customer loyalty card discounts. Rogers also replaced the Marketing director, so the new person may have different ideas and be tasked with looking at attracting new customers.  In 2004, the customer satisfaction research revealed that the existing customers were content with the service, but rarely gave top marks. The company would have been better of utilising their financial resources in keeping their existing customers happy. Meeting the needs of the existing customers and keeping them happy would have enhanced their reputation. 5% of the company’s exiting customers moved to their competitors and founds some better deals.



Student Statement:

By submitting this assignment, I confirm that this is my own work.

	Student Signature
	Leonard Maung
	Date
	23/02/16


For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	


   Assignment Cover Sheet











