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Business Administration
Unit 10, Customer Relations

Q.1. 
i.	Techniques of assessing customer response are: -
· Face to Face Interaction – A personal meeting with a customer can reveal a lot about their response to your product or service, as well as verbal feedback, body language, mood and temperament can be assessed giving an excellent method of assessment.
· Telephone Conversation – A customers’ response can be assessed quickly via telephone discussions.  These are normally the first method of assessment as telephone calls occur regularly and feedback can be acquired simultaneously taking an order or answering other queries
· Written Communication – This is the slowest method of gaining feedback response, but can be utilised for reaching many clients.  Emails can be sent out in bulk with simple questionnaires regarding the product, service and relations with that customer.  The downside of this method is that no guarantee is given of if/when a reply to the questionnaire id received.
ii.	Companies must employ a proper procedure and policy of meeting customer requirements to ensure customer satisfaction.  For example, having a set policy of logging and dealing with complaints allows a company to learn from these complaints to better themselves.  Without such a policy, complaints can be ignored and problems will escalate.  Having a clear procedure enables the employee to know and understand their role should issues arise.  
Another important part of such a policy should be a method of keeping up to date with customer requirements, as these are often changing, a pro-active company will have procedures in place to constantly monitor and assess changes in the market.  Having these policies and procedures in place will ensure a long and profitable relationship with that customer, by listening to their needs, being responsive to their needs and adapting to their needs.

iii.	The role of quality management is to ensure a product meets, if not surpasses the expectation of the customer.  The quality manager should ensure a timely delivery as per customer expectation, follow up and investigate any anomalies to learn from these and put measures in place to prevent a repeat.
As well as focusing on the product itself, a quality manager must engage the company in after sales service and/or technical support.  Putting procedures and policies in place for all staff to understand the standards they must achieve.  Having Key Performance Indicators (KPI’s) in place helps identify problem areas before they escalate.
A quality manager should also engage with the customers, get feedback, comments and views about the product and service received.  This enables future improvements to meet future demands.

iv.	Achieving customers’ trust is a simple process – Do Not Lie, produce what was promised, listen sympathetically and be genuine.  Gaining trust takes a little time, as trust is formed over a background of historic meetings, sales, purchases, promises made.  This is similar in all aspects of a business, be it a corner shop selling various goods to multinational manufacturing companies.  Mrs Bloggs from over the road must trust the corner shopkeeper that the battery she has purchased will work her kitchen clock.  Similarly, a supermarket procurement manager must trust the battery manufacturer that it will perform to expectation.  In both these examples, the seller of that battery must gain the trust of the buyer by making promises and assurances of performance and delivery of that product, the buyer then gains trust in the seller, over time, in the accomplishment of these promises and assurances.
Trust is the backbone of a relationship, be it personal or professional. 

v.	By CRM we mean Customer Relations Management.  It is basically a database of information held by a company on its customers, their purchases, relations and any other information collected.  This information can be collected from a variety of sources, such as websites, social media, telephone conversations, marketing materials etc. It is then amalgamated into one CRM platform for detailed examination to enable efficient and targeted sales/marketing platforms.
Utilising a CRM package enables a company to keep a track of its customers and their requirements, having automated computer technology to automate sales processes as well as highlighting a target audience for particular products.  A CRM system can help a company in the following areas: -
	· Provide better customer service
	· Increase customer revenues

	· Discover new customers
	· Cross Sell & Up Sell

	· Close deals quicker
	· Call centre efficiency

	· Simplify marketing & sales processes
	· Highlight a Target market



Aspects of Customer Relations Management software are: -
	· Business Intelligence Management
	· Company & Contact Management

	· Email Addresses & Integration
	· Lead & Activity Management

	· Sales Forecasting
	· Charting & Reporting

	· Marketing & Mailing List Management
	· Opportunity Management






vi.	

	
	[Company Name]
Snowy Mountains
Hateful Eight Film
	How can we improve?


Please take a moment to help us improve your experience at [Company Name]. When you’re done, please drop the questionnaire in the blue box at the front of the store.
Product Quality
	How often do you come to [Company Name]?
Every day
4 or 5 times a week
3 or fewer times a week
First time
	How would you rate our Stock?
Consistent high quality
Generally good
Quality varies daily
Poor quality

	What do you typically purchase?
Winter Coat
Beef Stew
Wheat Bread
Jellybeans
Hat
Other
	How would you rate our Coffee?
Consistent high quality
Generally good
Quality varies daily
Poor quality


Service and Environment
	How long did you wait for your order to be taken?
Immediate service
Less than 1 minute
1 to 3 minutes
More than 3 minutes
	How long did you wait for your product after ordering?
Less than 1 minute
1 to 3 minutes
3 to 5 minutes
More than 5 minutes

	How would you rate the staff?
Friendly and helpful
Average
Varies on each visit
Poor service
	Was the store clean and inviting?
Yes
No


Additional Comments
	Always a friendly & warm atmosphere, much needed in such a harsh environment

	

	

	


About You (optional)
	Name
	Sammy Lou Jackson

	Address
	Somewhere Near There, United States of Jokeville

	Phone
	0800 123456

	Email
	slj@babadoo.com


May we add you to our mailing list, which offs news and exciting promotions?	□ Yes	□ No



vii.	The success of a completed survey is dependent on its target audience. If the survey was conducted properly, with relevant questions to relevant audience then it can provide a mass of information.  It gives a broad spectrum of views that can be used to steer a company in a positive direction.  To get the most from a survey it needs to be grouped for differing objectives, values can be obtained from each answer to a question, these can be viewed in a graph or pie chart for example.  Location of customers can be shown geographically on a map. A survey report should be summarised, with a clear objective and method outlined.  Results should be shown in a clear and easy to understand format.  A successful survey will enable a company to understand its customers better, improve relations, meet customer requirements and help forge a long-term relationship.

Case Study
1) Having accurate information on the centre’s current users is important, as this information can be used to understand these current customers’ requirements, keeping these customers coming back time and time again.  Using this information, the age, sex and type of current user can help the centre target more of that clientele, this information also helps to identify new client type options, possibly from a different area, or different age group.  In order to have an effective marketing campaign, you have to identify that desired market, using information of current users, and categorising them allows these market sectors to be identified and a relevant marketing strategy created.  One has to have a platform to work from or to build upon, this initial, current customer information is that platform and is vital to effectively increase the centres use through a marketing campaign.
2) A survey of current centre users should identify age, sex, working or not working, level of current fitness, number of visits per week/month plus more.  This information is useful in creating a marketing plan towards a specific target.  for example, if the survey shows a high percentage of elderly females attending once a week, special classes can be put in place for these customers alone, this could add more clients of that background to join these specific classes, specific classes for elderly females, where they would not feel intimidated by young virile guys flexing muscles etc.
If the survey revealed a lack of young, working class parents, this reveals a marketing option for late evening opening, with the possibility of introducing a crèche or babysitting service.  
It is only with having data on current users, and creating a target market from that date, that an effective marketing plan can be achieved.
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