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1. Give short answers for the following questions

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


Customer service is providing a product or service with value added features that meet customer needs and wants and keeps them coming back.

One importance of customer service to an organization is it helps differentiate a company from its competitors giving it a competitive advantage as the excellent customer services being offered by a particular organization will make it stand out from its competitors and it will dominate the market.
Secondly, customer service is more likely to give an organization repeat business from its customers as good customer service will bring in more clients to the organization which means greater profits for the organization.
Customer service is important in an organization as it will give the company free publicity by ‘word of mouth’ to others. Generally, if a customer has a positive experience, they would want to tell others about it.
Customer service in an organization creates relationships between the customer and the company, therefore, the importance of this in an organization is that it will create customer retention as the customers will not only be satisfied but also happy.

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

Customer retention is the activity a company undertakes to prevent customers from defecting to other organizations and attracting new customers to do business with them.

Customer retention is beneficial to a business in that it increases revenue. This is so in that loyal customers will keep buying from the organization which leads to higher profits.
A business will also benefit lower customer acquisition costs. Generally, the cost of maintaining existing customers is less costly than acquiring new ones. Acquiring new customers can cost as much as five times more than satisfying and retaining current customers. Therefore increased customer retention reduces costs to any business.
The retention of customers will also lead to increased referrals from the clients. When the organization adopts a good relationship with a client and they keep doing business with them, the existing clients will lead to referral sales.
A business that is able to retain clients will have a greater market share as retaining customers will prevent market share going to its competitors.

III. Outline the benefits of a customer focused service?

· Loyal customers: customer focused service creates customer delight, thus, in turn customers remain loyal and talk favorably to others about the service. Customers are more willing to purchase when their needs and wants are met.
· Satisfied Employees: customer focused service builds employee motivation and keeps them satisfied as the employees will discover through others how well people like the service and this will motivate them to continue in that area.
· Differentiation from competitors: a customer focused service will lead to an organization differentiating itself from competitors as it will be perceived as considering the needs and wants of its customers.
· Increased customer confidence: customers confidence will be built as words spread on the customer focused service provided by the organization. This will instill customer loyalty.
· More profit: customer focused service leads to happy customers that lead to higher profits. Higher profits mean more money to re-invest on employees and new business.

IV. What is customer loyalty? How would you depict a customer’s relationship with a business in terms of the loyalty ladder?

Customer loyalty is the likelihood of previous customers to continue to buy from a specific organization. The customer has many alternatives but chooses your product because he likes it and is satisfied with it.

Good customer service helps create the ideal relationship between an organization and its customers and this is readily demonstrated through the customer loyalty ladder. At the top of the ladder are the loyal customers who have used the product, liked it and they keep coming back to use it and don’t consider the possibility of trying something else. These gradually become supporters then advocates and even partners of the business. At the bottom of the ladder are those who use the product once and don’t like it much so they opt to try others.


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

Today’s customers are highly educated than those of those of the past. Today’s customers make proper research before trying anything new hence they expect the highest quality in products and customer services at affordable prices.
Due to the changes in technology, today’s customers have become more price sensitive as they can compare prices and products online. Customers have choices to choose from as competitors of businesses have to compete worldwide in this new era.
Today’s customers are also aware of consumer rights and cannot be violated. This is also as a result of the increase in the use of the internet and technology that is educating more consumers.
              Today’s customers also look for products which give them good value for time. Customers expect               
              products to be up to date with the latest technology and trends. This enables them to communicate with 
              different people from all areas of the world.
              In addition, todays customers are more than ever looking to build relationships with their suppliers. In                            
              the past, customers often focused their purchasing habits around product and service brands.

2. Define the following terms;

a) Internal customers- these are customers who are directly connected to an organization and is usually but not necessarily internal to the organization. Internal customers are usually employees, stakeholders and shareholders.

b) External customers- these are customers who are not directly connected to the organization as they are not part of the organization. For example, a person who goes to a retail store to buy products is an external customer. They are called external customers because they come from outside the organization. These are important to the success of a business as they are a source of revenue to companies.

      


Activity


Make a sample questionnaire to know customers’ feedback about the services of a hotel.
[bookmark: _GoBack]
                                                                             
QUESTIONNAIRE

Please take a moment to rate our services. Thank you for giving us the opportunity to serve you.

Evaluation scale -                                     5. Superior   4. Excellent   3. Good   2. Fair   1. Poor
Please tick where appropriate

1. How was your checking in experience? 
						5	4	3	2	1
 (
5
)Please rate our overall service					     	
 (
5
)How was the speed of service				     
 (
5
)Rate how you were greeted with smiles				     
					    
2. How was your room? 
						5	4	3	2	1
 (
5
) Rate the cleanliness of your room					     
 (
5
) Rate the comfort level of your bed					     
 (
5
) Rate how everything was organized
 and was it easy to find					     
 (
5
) Rate your overall room experience					     

3. How was the treatment from the hotel staff? 
						5	4	3	2	1
 (
5
)Rate how friendly the hotel staff were					     
 (
5
)Rate how prompt they were in service					     
					     
4. How was the food and beverages? 
						5	4	3	2	1
 (
5
) Rate the quality of the food					        
 (
5
) Rate the diversity of our menu					     
 (
5
) Rate the diversity of our beverages					     
		    
5. How was your checking out experience? 
						5	4	3	2	1
 (
5
)Rate the convenience of the check out					      (
5
) (
5
) (
5
)


6. If there is one thing you would like to see an improvement on, please tell us what it would be?
    ……………………………………………………………………………………………….
    ……………………………………………………………………………………………….

7. Overall, how was your stay with us? …………………………………………………………
    ……………………………………………………………………………………………….









CASE STUDY

1. Why the company lost its existing customers?

The company focused mainly on attracting new customers and neglected the existing loyal customers they had. This led to the drift in existing customers. According to the company’s customer satisfaction research, customers did not give top mark scores, this is as a result of customers not being fully satisfied as their needs and wants were not met by the organisation. Moreover, NCA group had to do away with benefits such as the loyalty discount cards which were affected due to the expansion of the company. Therefore, the 5% moved to competitors were they had been given better deals hence, satisfied clients. The company did not exceed the existing customers’ expectations, therefore they felt the need to move were they had better offers.

2. Why the company lost its profit instead of attracting 0.5 million customers?

The cost of attracting new customers through advertising and marketing is much higher than the cost of retaining of existing customers. This cost could have been channelled towards making the products and services better to satisfy the existing customers. Existing customers are loyal customers who trust the product and will use it again even if they try other different products. The majority of a company’s business comes from existing customers and the company lost 125,000 of its existing customers, having acquired only half of the targeted 1,000,000 customers against the budget of 5,000,000. The existing customers lost by the business and the cost of acquiring new customers meant the company could not improve its profits
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