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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. 
	I. Define customer expectations.

Customer expectations are the benchmark by which services, product quality and pricing is set by.  A customer is happy when the product quality matches their expectations. This in turn will mean repeat business as the customer will buy the product again. 

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

1) Fast and efficient service

2) Good quality at an affordable price

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

Open, closed and probing questions

Q. 2. Discuss the benefits of meeting customer expectations. (4)

The benefits of meeting the customer expectations are priceless as the company will be rewarded with repeat business. Retaining the loyalty of the customer will in turn increase sales and enhance the reputation of the company. A happy customer will continue to use the product and be encouraged to try something else. Also be inclined to recommend the company to their family and friends. A loyal customer base is essential to any business, so successfully meeting the customer expectations will ensure the company continues to grow in terms of sales and reputation. 

Q. 3. Discuss different customer personality types. (4)

There are 5 personality types: - The Child, The Judge, The Negotiator, The Bargain Hunter and The Adult.

1) The Child - young and naïve so can be taken advantage of by the sales staff. They will believe anything they have been told and will buy the product without any queries.  

2) The Judge – Will have done the background research through various format i.e. Internet. Collected the necessary information and would of made a decision from that.
3) The Negotiator – Will also try to negotiate and get the best deal.
4) The Bargain Hunter – On limited resources, so will hunt for the best deal possible.
5) The Adult – Have a fixed idea, so don’t like wasting time in negotiating.  Knows exactly what they want from the product and the value of it. 
Q. 4. ‘One of the best ways of identifying customers’ needs is through questions’. Discuss. (5)

Its vital for the success of the company that they ask customers of what they want from a product or service. This will give the company vital information to tailor their product or service to match the customers needs. Not every customer will know exactly what they want, so would require some guidance from the staff. The staff member can then ask the customers what kind of features they are looking for from the product and then develop a product or service to match the customers needs. 
Q. 5. Discuss customer behaviour classifications based on time, type, talk and tone. (5)

Time, type, talk and tone are the fours elements within the customer behaviour classification. Then they are categorised further:-

Time, type, talk and tone are the fours elements within the customer behaviour classification. Then they are categorised further:-

1) Time:

- Relaxed – Enjoys shopping and takes their time.
- Rushed – Quick and precise shopping to save time.

2) Type

- Male/Female - Men will know what they want and get it


            - Women will tend to shop around and take their time.
- Young/Old - Young shoppers will tend to be bargain hunters and look for the best deals


        -  Elderly shoppers will compare prices and will need guidance on the products


3) Talk

- Cheerful & talkative – will look for many options and compare the products. Will browse and ask for help.
- Serious & Quiet – Will do the research for different products. They know what and want and will ask questions.

4) Tone - The tone of the customer will indicate what mood they are in. 

- Hurried – will be in a hurry and make a split decision.
- Talkative – will be in relaxed and in a friendly mood.
- Confident – Knows exactly what they want and will not require assistance.
Case Study (6)

Mr Gavin is a pensioner. He is going abroad to visit her daughter. This is the first time that he will travel

by plane and is therefore very nervous. At the check in desk, the clerk notices Mr. Gavin’s nervousness

and explains in details about the ticket, luggage receipt and boarding card. He then says ‘Mr. Gavin if

you want I can arrange for someone to assist you to the gate where you board the plane. Just wait over

there and I will have a colleague to assist you’. Mr. Gavin waited for 15 minutes, when he boards the

plane, one of the crew member takes him to his seat, explains how to use the seat belt, the call button

and so on.

1. What did Mr. Gavin want?

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

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

1. Mr Gavin wanted a staff member to give him some guidance and reassure him to make him feel less nervous. Also him with his luggage in order to board the plane. 

2. I felt Mr Gavin needs were not met by staff members of the airport. The human element of the service was missing and lacked empathy. Mr Gavin was clearly nervous, so the staff members should have showed a bit more understanding. 

3. More personal attention towards Mr Gavin needs would have been good. Customer service can be a bit mechanical and lack the human element. A helpful and friendly voice from an experienced member of staff would of eased Mr Gavin nervousness. 
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