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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. 
There are golden rules of customer response techniques. They are:
· Customer is the most important part of the business as if there are no customers no revenue
· First, listen to the customer, and then if needs ask questions
· Identify their needs and anticipate with them: maintain superb communication with them
· Tell and suggest that they are important and appreciated
· Always tell them how works your business what is the procedures of that special case what the customer needs
· Never say NO to a customer, always end the conversation with a, yes, or I/we can do it
· Even if the hardest word to say is the sorry, when something goes wrong, apologies
· Always give a plus to what customer expected, surprise them with an extra

ii. 
The role and function of policies and procedures in meeting customer needs: satisfaction surveys and feedbacks are necessary to follow the customers after sales, in order to develop the business procedures. These feedbacks are a big help to the organisation because they show the process from the other side. If some problems occur or develop is needed sometimes these will not going to the business side. Communicating through feedbacks helps to maintain the relationship between the company and the customers.




iii. 
The role of quality management in meeting customer needs:
· to provide better customer service which will cause better satisfaction and more revenue
· to discover new customers and send them marketing promotions, special products or services customised to them
· to provide products which will the customer needed beside the original product, or to offer premium products
· to help the sales department to close purchases quicker
· to ensure the call centre department the details about a specific customer, product or service
· to simplify marketing and sales processes

iv. 
To achieve customer’s trust you must build and maintain a long-term relationship with them. The most important thing is to make them sure you will deliver what you promise and what is expected. This is achievable by knowing customers needs and expectations, listen to them, understand them and ensure them about a solution what will help to solve their problems convey as an empathic act if this case were personal to you. Thereafter, you will build a stronger relationship with them after every solved problem

v. 
CRM is the abbreviation of Customer Relationship Management. This is a complex database which helps you to follow every movement in the business from find, meet, attract, win, hold customers. It includes the contact details, activities, future and past sales, actions, prepares reports for forecasts and past periods, marketing procedures with mailing lists and email integration, notes, phone calls, etc.
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The success of the completed survey was good, as I received the survey with all the answers and a reference number on it. The answers were satisfied overall conventions: there are no problems or situations need to be changed.

Case Study:
1. It is very important to classify the target users because gym facilities and activities needed by different ages, sexes, background are different because for the older community there is no need for prolonging exercises, there s more need for yoga or stretching exercises. For university students, there should be more variety for the facilities and equipment, unlike stay-at-home-moms.
2. [bookmark: _GoBack]This could be helpful before buying equipment or hiring instructors in order to avoid high budget marketing campaigns, or buying expensive equipment without knowing the target customers.
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Annie Surjan / Eniko Surjanne Schuller

Virtual Assistan, Booldkeeper
Hungary

Annie Sugan / Eniko Sncjanae Schmller cequests son help.

Please complete the following Satisfaction Srrvey based on the project she recently
completed for Fons oganization. Thask son for yous fime.

Customer Name: Project Name: Date:
Lee's Acentech, Inc. Acconating Asisuat Sepreabes 30,2015
Project Manager/

Stakeholder: Email

Tom Howad “ombhowadlecssz com

1 Did Annie / Eniko deliver the results and qualicy that were promised ?

1 Definitely Yes [ MostLikely [ Uslikely

2. Did her services meet your expectations ?

© Definitely Yes (1 MostLikely [ Unlikely

3. Was she open and timely in communication ?

© Definitely Yes (1 MostLikely [ Unlikely

4. Was she creative and fexible in their approach to meeting objectives ?

© Definitely Yes [ MostLikely [ Uslikely

2

5. Did she listen, learn, and then execure solutions to overcome challenges ?

© Definitely Yes [ MostLikely [ Unlikely

6. Did you have any conflicts with her? Ifyes how did she resolved ?

o No O Yes

7. How long have you known Annie / Eniko ?

OLessthanl  © 12yeass O -4 yeass O More than 4
year yeass

5. The overal service on this project was ..

© Escellent (] Betterthan [ Asespected (1 Less than
expected desisable

9. Would you consider a fature project with her ?

© Definitely Yes [ MostLikely [ Uslikely

10. Would you recommend Annie / Eniko's services to others 7

© Definitely Yes [ MostLisely [ Uslikely

11, Whar improvements would you recommend to her?

Noze

1 Please checls this boif you are willing to act as areference for
Annie / Eniko in the furure.

For references, my United States Phone number is 559-227-9569.
Thank you very much for taking the time to complete this survey.

Your feedback is valued and very much appreciated!
22
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Projee Mg 2] D]

1. Did Annie / Eniko deliver the results and quality that were promised ?
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2. Did her services meet your expectations ?

[ Definitely Yes [] Most Likely (1 Unlikely

3. Was she open and timely in communication ?

[ Definitely Yes [] Most Likely (1 Unlikely

4. Was she creative and flexible in their approach to meeting objectives >

[ Definitely Yes [ MostLikely ] Unlikely

5. Did she listen, learn, and then execute solutions to overcome challenges ?

[ Definitely Yes [ MostLikely [ Unlikely

6. Did you have any conflicts with her? If yes how did she resolved ?

0N 0 Yes

7. How long have you kmown Annie / Enilo ?

O Lessthan1 [ 127eass 0 3.4 years O More than 4

8. The overall service on this project was ...

0 Excellent O Betterthan  [] Asespected [ Less than
expected. desicable

9. Would you consider a future project with her 7

[ Definitely Yes [ MostLikely ] Unlikely

10. Would you recommend Annie / Eniko's services to others ?

[ Definitely Yes [ MostLikely ] Uslikely
11, What improvements would you recommend to her?
[4dd youe comments bere]

] Please check this box i you are willing to act as 2 reference for
Annie / Eniko in the fature.

‘Thank you very much for taking the ime to complete this survey.
Your feedback is valued and very much appreciated!




