Discuss the importance of customer service in an organization

Customer Service is defined as value added features or services offered with the product that the customer has bought in order to make him happy. With a focus on customer service, organizations position their products and services in a way that makes them stand out and have a competitive edge over competitors of similar offerings. 
“An organization is a social unit of people that is structured and managed to meet a need or to pursue collective goals”. All employees of the organization therefore have a collective duty of satisfying customers’ needs efficiently and effectively.
Customer service is important to an organization because it is the first point of contact with the organisation. A business thrives because of its customers. Customers spend time and money in an organization in exchange for products and services. A customer will be loyal if they have very good reason to. This is because a bad experience of service delivery will cause them to jump ship to other competitors. Hence it is important to build trust and deliver efficient and satisfying services.
Also, customer service in an organization is important to get repeat business from customers. This gives the organization higher profitability and increased traffic when service delivery is available, satisfaction is gained and customers have value for their contribution (time and money). The organization therefore needs to deal with each customer in a manner befitting, since not all solutions may be applicable to all. With this in mind, customers become satisfied and appreciated. A win-win for all.
Apart from these, when customers have a positive experience, they are more likely to spread the message hence quality service in an organization leads to brand awareness through word of mouth by customers. This is most important as it becomes a ripple effect leading to more people coming to do business with the organization.
Customer service is important in an organization because of issues, disagreements and conflict resolution. In every business, there are bound to be friction and in some instances class action against an organization for negligence. When the customer feels they can voice or express their displeasure without victimization and those issues will be handled properly in a way befitting, they will feel more comfortable doing business with the organization. 
In conclusion, a customer-oriented organization benefits from repeat business, customer loyalty, competitive prices, increased productivity, satisfied employees, good reputation among many more positives. 





Why is it important to know about the customer needs?

A customer is someone who buys your products or uses the services that you offer. In short, the customer is the business. If you do not know your customer’s needs inside out, there is always a chance that your competitors do and they do, you’ll be out of business or clientele.
To know about your customer needs, you must first understand the customer, and their motivations – what drives them. By understanding and knowing their needs, the organization can use it to help the customer and address their purchasing desire. This can and/or make the customer fall in love with the brand, products and services rendered.
Also, it is important to know about your customer needs to be able to address their problems. When the organization has this, they can communicate in a way the customer understands (empathy), and provide tailored solutions to the customer’s needs. This makes the customer feel appreciated and valued.
In addition to the above, knowing your customer’s needs helps to build deeper relationship between both for future business generation. To this, it is imperative for an organization to set up a research department to analyse and research about the customer’s needs and their expectations. This can be done through direct interaction with customers or by telephone, word of mouth, email, post and other means necessary. A survey, feedback and analysis of sales data helps an organization to find out about the customers’ needs and to focus their attention to providing only those services which the customers’ need.
With the advancement in technology, customers have access to information on and about products. By knowing your customers’ needs, an organization becomes the first point of verified primary source of information to the customer to alley any discrepancies, false alarms or any bad word on a particular product or service. This gives the customer satisfaction.
When an organization knows, and addresses the needs of customers, it leads to customer satisfaction. This plays an important role within the business. It is the leading indicator in measuring customer loyalty and helps attract new customers in a highly competitive business.







Discuss the importance of customer service training for an organization

Training and development is a function in an organization aimed at bettering the job performance of individuals and groups (employees). This helps employees learn specific knowledge or skills, in this case, customer services, to improve performance in their current roles and satisfaction for customers.
The importance of the training for an organization in respect to its employees:
The success of an organization is directly proportional to the satisfaction from customers. When employees feel they are cared for by proving environment for personal and professional growth and development, they are also inspired to help customers in any way as possible as they themselves will want to be treated. This brings about increased motivation and engagement.
As the main purpose of the training is to offer gained exposure and skills, such as better understanding of the customer, enhancing communication skills, importance of listening to the customer, effective and efficient problem-solving approaches inclusive of complaints and feedbacks, it positions the organization at a higher advantage to its competitors. This gives the workforce a sense of patriotism and team spirit and hence boosts confidence.
Its importance to customers are numerous:
[bookmark: _GoBack]One of the importance of customer service training for an organization is to improve satisfaction for customers and prospects. With this, a customer will in turn feel appreciated, respected, and cherished. This gives the customer a peace of mind, thus leading to customer loyalty, repeat business and deeper relationship.
Its importance to the organization:
When employees are trained and developed, it translates into increased sales and high turnovers.  New customers are acquired, leading to higher retention levels, reduction in employee turnover and boost bottom – line services delivery and sales.
A satisfied customer is most likely to speak good and positively about the organization. This leads to good reputation and standing, uniqueness and a competitive advantage over others. This will all be made possible from training and development for the organization in excellent customer service delivery.






Discuss pros and cons of a loyalty scheme

“A loyalty program or scheme is a service offered by an organization to customers who make frequently purchases or to new prospects”. This may be in the form of advanced access to a new product, special sales coupons or free merchandise”.

	PROS

	CONS

	One of the merits is that makes customers feel appreciated and knows they will be rewarded for their repeat business  

	A demerit is that it serves a breeding avenue for opportunists who at the end of the day may not be necessarily be interested in the product and services 

	Another benefit is it can help distinguish an organization from its competitors as customers are presented with many choices for just one product or service 

	As this is not a new phenomenon, some customers grow weary of such schemes and rather tend to shy away and opt out for other services

	This provides an avenue for marketing opportunities in new products, customer feedback and analysis of existing products and services. This helps to position the organization on a path of innovative measures or upgrade some services 

	A worrying demerit of such is the cost involved in spearheading the program coupled with logistics and human resources to make it effective. This may increase operating cost and not make meaningful contributing to profit generation



In conclusion, it is not enough to just launch a scheme. It must be maintained. It is a great opportunity and tool to retain customers and prospects but also involves time, energy, and resources to maintain. The question that therefore every organization needs to ask is “are we ready for a loyalty scheme?”. With this, it gives the organization a clear idea on what needs to be done and done right in order not to backfire.

