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Q.1. Short Questions:
 (21) i. Explain various techniques of assessing customer response.

A- Customer response assessment involves gathering information from customers and determining which suggestions can be implemented, based on the company's best interests. Businesses rely on customer information to improve their services and better meet their customers' needs, as well as to make vital improvements to their customer service methods. Companies gather this information from surveys, questionnaires and customer suggestions.
Home Customer Survey
· Businesses use home customer surveys to assess the needs and expectations of their customers. This includes email surveys, mailed surveys, phone surveys or take-home surveys attached to the customer's receipts. These surveys request information about customer's latest interaction with the business, such as how the customer feels about the service they received, their interaction with the company's staff and their opinion of the product they purchased. These surveys provide an important means of gathering customer responses, specifically responses formed soon after interacting with a company.
Customer Service Questionnaire
· Customer service questionnaires are the brief surveys that customers take when they approach a customer service employee with a problem. This includes asking customers about complaints, asking them to take surveys about their shopping experience and asking them to fill out surveys about product problems. Customer service questionnaires can be short physical surveys, a verbal questionnaire from a customer service employee or a general assessment by the employee about a customer's problem. These surveys give companies an important assessment tool to understand a customer's perception of the company's methods of handling complicated problems.
Customer Suggestions
· Customers often make helpful suggestions of ways businesses can improve their service. Businesses can use suggestion forms, listen to suggestions made during service or those made by customers who call into the company. These suggestions offer businesses the opportunity to listen to customer opinions, and are different from surveys or questionnaires because the information is volunteered. A customer has to choose to fill out a suggestion form, call customer service or approach an employee to voice a concern. Businesses can use this information to determine what products customers may wish to purchase or learn about other services that customers would like to see implemented.
Customer Expectation
· Businesses must consider every customer response, making sure to avoid changes based on unfair requests. This includes angry customers making unreasonable demands, customer expectations that are too high or suggestions that are not in the best interest of the business. Businesses evaluate these issues by assessing customer expectation, determining if the customer has an expectation for service that is unreasonable or excessive.
 
 ii. Discuss the role and function of policies and procedures in meeting customer requirements.

A- First you need to know what their expectations are. When it comes to expecting certain performance and functionality from your product or service, you need to make sure you can deliver on the “speeds and feeds” that you sold your customers. However, there are more basic expectations that are not related to your product or service that need to be met, or even exceeded. More deals are lost because, in spite of how great your product may be, the customer’s basic needs were not met.
So, what are these customer expectations? What do customers really want? Here are 12 things that customers want. I even threw in a bonus tip. How well do you, or your sales team, deliver on these customer needs?
1. Friendliness – Most people are basically friendly. And most people want to be treated in a friendly manner. When purchasing something or requiring customer service from a vendor or supplier, we’ve all been treated like the enemy at one time or another. No one likes that. It creates an adversarial environment – one that promotes antagonism, hostility and even anger.
2. Empathy – When I need help in purchasing an item or when I call a company because of a problem with their product, I want them to show a little empathy, or understanding. I want them to put themselves in my situation so they can understand my situation – walk in my shoes. When I call with a complaint, treat me as a customer with a difficulty, not as a difficult customer.
3. Fairness – I also want to be treated fairly. That doesn’t mean I’ll always get what I want. Sometimes what I want is not possible, feasible or reasonable. If the return policy is that I’ll get store credit if I don’t have a receipt, that doesn’t mean I should expect to get cash in return instead. That makes perfect sense to me. However, it also shouldn’t mean that I have to have the receipt in order to get a store credit for a faulty product.
4. Control – I want to feel like I am in control. If you make me feel like I’m being manipulated or abused because of your silly policies or procedures, then you’re not meeting my expectations. If you make my purchase a difficult series of contracts, actions and transactions, then I’m going to go somewhere where I feel like I’m in control of what’s going on.
5. Alternatives – I want to have choices. If I return a product that is broken or faulty, but you no longer carry that product, I don’t want to hear that I have no choice but to buy a new one because the old one is no longer an option. I want you to give me some creative alternatives I can choose from, ones that are fair for both me and you.
6. Information – I can’t make an intelligent decision unless I have the facts and information in order to do so. So give me information about what’s going on and what I’m purchasing. I want to know what you’re doing, whom you’re speaking to when you disappear, what outcomes I could expect and anything else that keeps this transaction from being a mystery, so I can make an intelligent decision when the time comes.
7. Fair price for a quality product – When it comes right down to it, doesn’t it make plain sense that customers should receive a quality product or service for a fair price? Of course it does. But why does this become so difficult at times. I paid good money for your product and it’s not performing the way you advertised it. So give me my money back or make it work the way you marketed it. I just want to pay a fair price for a quality product. Simple enough, right?
8. To be respected – Don’t treat me like a fool. Don’t act like I’m stupid. Don’t discount what I have to say. I want to be treated with respect. I’m a human being who’s trying to purchase your product, or one who has a problem with your product that needs resolution, and I shouldn’t be treated with disrespect just because I’m cutting into your phone conversation with your girlfriend or because you think I should already have all the answers. Show respect and you’ll earn my respect back.
9. To be heard – I really hate when this happens. Me: “I want to purchase a ticket from Las Vegas to Dallas, then from Dallas to Austin, then back to Las Vegas. But I need to be in Austin by Friday night.” Reservations Agent: “Ok. Where will you be departing from?” Did he not hear me at all? Of course he didn’t. And I know I’ll have to repeat every single step over again, very slowly and very carefully, so I don’t end up in Peoria. Agents somehow over-think the problem and make it more complex. Why? Because they aren’t listening to you. They may be hearing what you said, but they aren’t listening to what you meant. Listening skills are deficient in our society, yet this is a very important expectation for customers.
10. Someone to understand my needs – This is a close kin to empathy. It’s a step further, though, since it means that I want someone to own my problem. If I ask a sales person for help, I don’t want to be dumped on someone else. I want the first person to own the problem for at least as long as it takes to make sure I was left in the right hands in which I was handed off.
11. Someone I can trust – When you say you’ll get back to me, you’d better get back to me. When you say you’ll handle my request, it better be handled. When you say your product will do something, it better do it. Otherwise, I will lose trust in you. When you start building trust with your customers, then you are also building respect.
12. Satisfaction – Ultimately, I want satisfaction. All the previous items will help make me satisfied because they will make for a purchase or service experience that delivered what I want in a respectful, fair, trusting and understanding way. And once I am treated that way and satisfied, I will start to become loyal to you and come back to purchase again in the future.

 iii. What is the role of quality management in meeting customer needs?
A- Quality management and its requirement for continuous improvement plays a vital role in ensuring that customer-focused organisations better identify and address core customer needs. Companies are reliant on their customers for their existence and well-being and should therefore recognise all existing and potential customer needs, meet customer requirements and strive to surpass customer expectations by following total quality management processes across the organisation.

 iv. “A happy customer is a reliable customer’, and a reliable customer means profit” keeping in view the statement, point out the ways which help to achieve customers’ trust.
A- Below are 3 ways to build the customer trust.
Organizations with great customer relationships are able to grow their businesses without gimmicks, fee cuts or special treatment. You have to be good at what you do, of course, but having a truly successful business is based on one simple concept: trust.
With trust, you’ll have customers (or clients) for life. Without trust, you may as well pack up and go home.
Building trust takes time and a lot of hard work. But is entirely doable if you and your team work on three of your most important core competencies: service, consistency and transparency.
Great Service Matters
According to a Concerto Marketing Group and Research Now survey, when customers trust a brand, 83 percent will recommend a trusted company to others and 82 percent will continue to use that brand frequently. While hardly anyone talks about the time you went above and beyond for a customer, you’ll certainly hear from the disgruntled ones if you failed to make a deadline or delivered a product that didn’t do what you promised.
Earning a customer’s trust starts with giving great service. How would you want to be treated if you were a customer? The reality is that service should come naturally, instead of being strategically planned. The more you plan for great service, the less time you’ll spend delivering it.
Sure, there will be times when you’ve tried your best and can’t seem to make any headway with a particular problem. But you want to strive for responsiveness, timeliness and exceeded expectations.
Consistency Breeds Harmony
Consistency goes hand in hand with providing great service. Internal expectations lead to external results.
From a business perspective, consistency applies to every aspect of what you do:
· Your employees should provide equivalent levels of service.
· Equipped with the tools it needs, your sales team should answers questions the same way.
· You should stay the course with your products and services, rather than constantly shifting gears to try new tactics or initiatives.
· Create meaningful measurement to determine whether something is working. If it isn’t viable, you should have a plan in place to make changes.
Consistency also puts your money where you mouth is within your organization. From a leadership perspective, consistent performance shows employees what you expect from them. For example, if you miss a meeting without a good reason, don’t be surprised if they do the same.
Transparency Is Clear
Transparency is another competency that should come naturally. Yet so many businesses have trouble coming to terms with what it really means.
Customers and clients are smart. They know when you’re being up front or when they are told a mistruth. If honesty is the best policy, they’ll appreciate and admire you more when you admit to a mistake, rather than playing games or even worse, avoiding the topic altogether.
Don’t try to hide or cover up your errors. Address the issue directly, explain how you will handle it and share what steps are being taken to prevent the errors from occurring in the future. To implement transparency effectively, lead by example. Your employees will also admire you more for your honesty.

 v. What is meant by CRM? Which type of information does it include?
A- A customer relationship management, or CRM, system uses a database to accumulate information about business prospects and customers, including product needs and purchasing history. Various businesses integrate CRM data into their marketing and advertising efforts as well as sales strategies. Businesses can customize the information they collect and store, so configurations are virtually limitless.
Customer Information
Anything relative to a customer is valuable in a CRM system, including personal customer information and demographic data. Notes and attachments can capture the details of a service call, customer support needs or warranty information. In this way, the CRM data replaces a paper file as a means of tracking each interaction with a customer. When features such as attachments are included in a CRM system, valuable documents become easily available for review. For example, if a customer is in proposal or contract negotiations, each revision can accompany the customer record for quick review, markup and electronic sharing.
Employee Information
The CRM system can store vital data, such as employee and commission information, for your internal sales force. Thus CRM also becomes a useful tool for assigning tasks, checking progress and monitoring sales goals and records internally. This feature gives the sales management team a way to monitor activity and allows individual sales representatives to compare their productivity against peers in real time.
Contract Information
When used to manage prospects, the customer relationship management system is invaluable for scheduling follow-up visits to potential customers who are currently under contract with another vendor. Through cold calling efforts, a sales representative may collect and record contract expiration dates and schedule future calls or visits accordingly within the CRM. In this way, she can avoid overlooking possible sales opportunities.
Purchasing Information
Because of the elaborate records the CRM system keeps on customers and their purchasing habits, many businesses incorporate them into their marketing plans. Reports generated to reveal buying trends focus marketing efforts by pairing customers with the most beneficial products. This information can save time for marketing and advertising departments, especially during blitz or holiday seasons.

 vi. Design and complete a customer satisfaction survey.
A- Customer satisfaction is at the core of human experience, reflecting our liking of a company’s business activities. High levels of customer satisfaction (with pleasurable experiences) are strong predictors of customer retention, customer loyalty, and product repurchase.
Effective businesses focus on creating and reinforcing pleasurable experiences so that they might retain existing customers and add new customers. Properly constructed customer satisfaction surveys provide the insights that are the foundation to creating and reinforcing pleasurable customer experiences.
Since we’ve already talked about when customer satisfaction should be measured, along with some key customer satisfaction measurements, and different types of customer expectations that can affect your satisfaction measurement, it’s time to give some specific examples of satisfaction surveys.
Here are 5 customer satisfaction survey question sample templates you use right away to start properly measuring customer satisfaction. Keep in mind, all of these satisfaction surveys come pre-made and ready to use when you sign up for a Qualtrics Research Suite account.
1. Customer Satisfaction Sample: CSRs
Dear [FIRST NAME]
Thank you for giving us the opportunity to serve you better. Please help us by taking a few minutes to tell us about the service that you have received so far. We appreciate your business and want to make sure we meet your expectations.
Sincerely, [MANAGER_NAME] Manager
Overall, I am very satisfied with the way [Company] performed (is performing) on this project.
 Strongly Disagree
 Somewhat Disagree
 Neither Agree nor Disagree
 Somewhat Agree
 Strongly Agree
	
	Strongly Disagree
	Somewhat Disagree
	Neither Agree nor Disagree
	Somewhat Agree
	Strongly Agree

	[Company] service representatives (CSRs) are well trained.
	
	
	
	
	

	[Company] service representatives (CSRs) are well supervised.
	
	
	
	
	

	[Company] service representatives (CSRs) adhere to professional standards of conduct.
	
	
	
	
	

	[Company] service representatives (CSRs) act in my best interest.
	
	
	
	
	

	Overall, I am satisfied with the [Company] service representatives (CSRs).
	
	
	
	
	



	
	Strongly Disagree
	Somewhat Disagree
	Neither Agree nor Disagree
	Somewhat Agree
	Strongly Agree

	The [Company] account manager is knowledgeable and professional.
	
	
	
	
	

	The [Company] account manager is making a positive contribution to my business.
	
	
	
	
	

	The [Company] account manager responds to my inquiries in a timely manner.
	
	
	
	
	

	Overall, I am very satisfied with the [Company] account manager.
	
	
	
	
	


Compared to how you felt about [Company] before this project, what is the likelihood of completing another project with [Company]?
 Better, based on performance
 About the same
 Worse, based on performance
Considering the overall value of the project you paid for, was it…
 An exceptional value, worth more than you paid for it
 A good value, worth about what you paid for it
 A poor value, worth less than you paid for it
2. Satisfaction and Customer Retention: General
Dear Customer:
Thank you for giving us the opportunity to better serve you. Please help us by taking a few minutes to tell us about the service that you have received so far. We appreciate your business and want to make sure we meet your expectations. Attached, you will find a coupon good for …… We hope that you will accept this as a token of our good will.
Sincerely, [MANAGER_NAME] Manager
How often do you typically use the product?
 Once a year
 Daily
 Weekly
 Once a month
 Every 2-3 months
 2-3 times a year less often
 Do not use
 
How did your [PRODUCT] perform?
	
	Miserably
	Somewhat Satisfactory
	Very Satisfactory
	Delightfully

	Overall quality
	
	
	
	

	Value
	
	
	
	

	Purchase experience
	
	
	
	

	Installation or first use experience
	
	
	
	

	Usage experience
	
	
	
	

	After purchase service (warranty, repair, customer service etc)
	
	
	
	


 
How important was performance on these attributes?
	
	Not Important
	Somewhat Important
	Important
	Very Important

	Overall quality
	
	
	
	

	Value
	
	
	
	

	Purchase experience
	
	
	
	

	Installation or first use experience
	
	
	
	

	Usage experience
	
	
	
	

	After purchase service (warranty, repair, customer service etc)
	
	
	
	


Overall, how satisfied were you with your new [PRODUCT]?
 Not at all satisfied
 Somewhat Satisfied
 Satisfied
 Very Satisfied
 Delighted
Have you ever contacted customer service?
 Yes
 No
If you contacted [COMPANY] customer service, have all problems been resolved to your complete satisfaction?
 Yes, by the company or its representatives.
 Yes, by me or someone outside the company
 No, the problem was not resolved
Based on your awareness of [PRODUCT/SERVICE],is it better, the same, or worse than other brands of [ENTER CATEGORY}?
 Much Better
 Better
 About the same
 Worse
 Much Worse
Please share with us a few things [Product/Service] could do better.

Based on your experience with [PRODUCT], how likely are you to buy [PRODUCT] again?
 Definitely will
 Probably will
 Might or might not
 Probably will not
 Definitely will not
Based on your experience with [PRODUCT], would you recommend this product to a friend?
 Definitely will
 Probably will
 Might or might not
 Probably will not
 Definitely will not
If you would like to share any additional comments or experiences about [PRODUCT], please enter them below.



 vii. Review the success of a completed survey.
Here are three elements of a survey that can lead to failure or success:
1. The survey is complicated or confusing
To fail: Questions are double-barreled or measure two different things. Both negatively worded and positively worded statements are used in the survey. Different rating scales are used. These types of questions provide mixed results, as participants have interpreted the questions differently.
To succeed: The survey should be easy to read, understandable, simple and straightforward. Ensure their responses will be confidential, and not result in any backlash from senior leaders. Be honest from the beginning about how long the survey will take. (Longer than ten minutes, and you’ll be in jeopardy of hitting the non-completion zone. Limit your survey to fifteen questions.)
2. Survey results are not fed back to respondents
To fail: The longer you wait to get survey results into the hands of stakeholders, the more they assume that the results will mean bad news. Even worse, no results are published.
To succeed: Get results back as soon as possible. A good time frame for this is no later than thirty days after senior management has reviewed the data.
3. There is no follow up on feedback
To fail: The number one contributor to ‘survey fatigue’ is setting a pattern that those surveyed learn they have wasted their time, and actions are never taken as a result of their feedback.
To succeed: Communicate the results of the survey with your team and our stakeholders. Share plans with them on how you are going to follow through on the feedback.
 Case Study (9) 

Managers at Clifton leisure centre want to attract more customers. They have improved the Gym facilities with updated equipment. They have also hired a new trained fitness instructor. One of the managers argues that before starting on their marketing campaign they should collect some information about their target customer which includes; the age range and occupation. 

1. How important it is for them to classify the centre’s users?
. Explain how this sort of data could be helpful?

	The five ways of segmenting a market are by:
· Age
· Social group
· Lifestyle
· Ethnicity
· Gender

	[bookmark: age]Age
Leisure center aim different products at a range of age groups. For example here we target teenagers & mid age male female with lucrative offers and promotions

	[bookmark: soc]Social Group
People place themselves in a social group or class according to their job. Institutions such as operas mainly target people in the higher social classes while bingo appeals mainly to those in lower social classes.

	[bookmark: life]Lifestyle
This is a mix of work, income, family situation, social habits etc. Lifestyle is a very important segment because the lifestyle someone has will usually determine the leisure and tourism activities they participate in. A young single male will have different needs to a family.

	[bookmark: eth]Ethnicity
Different ethnic groups may have different needs. For example some independent cinemas are showing an increasing number of Asian films.

	[bookmark: gen]Gender
Traditionally many leisure and tourism organisation targeted particular sexes in their marketing. For example, rugby and football were male orientated sports and Yoga was female orientated. This is becoming less so nowadays.
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