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QUESTION 1
i. Explain various techniques of assessing customer response.
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’s service methods. Companies gather this information from surveys, questionnaires and customer suggestions.
a. Home customer survey - Businesses use home customer survey to assess the needs and expectations of their customers. This includes email surveys, mailed surveys, phone surveys or take-home survey attached to the customer’s receipts. These surveys request information about customer’s latest interaction with 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.
b. Customer service questionnaire - Customer service questionnaire are the brief surveys that customers take when they approach a customer service employee with a problem. These include asking customers about complaints, asking them to take surveys about their shopping experience and asking them to fill out surveys about product problems. This questionnaire 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.
c. 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 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 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.
d. 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 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.
Policies and procedures are required when there is a need for consistency in your day-to-day operational activities. They provide clarity to the reader when dealing with accountability issues or activities that are of critical importance to the company such as, health and safety, legal liabilities, regulatory requirements or issues that have serious consequences.
Policies and procedures provide a guide for meeting organizational objectives and describe the steps that employees are to take when creating a product or delivering a service. This ensures consistency in practice and helps to maintain product quality. A policy will set the expectation for employee behaviors and the procedure outlines the steps for it. 
There are some reasons or steps why business should write policies and procedures to meet the requirements of a customer such as:
a. Articulation of required steps - A procedure should layout the required steps to perform job tasks or provide a service to a customer. For example, for a waiter who serves in a restaurant, the service should be delivered by introducing themselves, making eye contact with the customer, offering the most popular menu items ensuring all drinks are topped off when half-filled and ensuring food quality meets the customer expectations.
b. Performance measures - Procedures should be used as a tool to measure an employee’s performance by determining if the process was followed appropriately. For example, a procedure for a receptionist answering the telephone should include a tracking of how often the receptionist answers the phone using a telephone script.
c. Process consistency - When procedures are followed, there is consistency in practice for work processes. This help to ensure that things are done the same way, every time and that all steps are followed. When steps get skipped it creates variations in product or service quality.




d. Serve as a training tool - Employee training is one of the most valuable investments any organization can make. When employees receive thorough training and detailed job descriptions, they are prepared to complete job tasks. Using policies and procedures as part of employee training helps to ensure that there is consistency in practice and reinforces global expectations. For example, a review of policy and procedures should be included in a new employee orientation process.
e. Incorporates worker experience - Policies and procedures build off of those who have been performing the job tasks and documents work methods of experienced employees. It also incorporates lessons learned and best practices to ensure quality products and services in addition to safety and legal compliance.
f. Training refresher - Having a written policy and procedure manual can be used as a tool to help train employees and serves as a reminder of procedure steps and expectations.
g. Foundation for process improvement - When policies and procedures are reviewed and employees, customers and quality data is considered in the review, it can serve as a great template for improving what is done and can help to improve current processes.

iii. What is the role of quality management in meeting customer needs?
It plays a vital role in ensuring that customer-focused organizations better identify and address core customer needs. Companies are reliant on their customers for their existence and well-being and should therefore recognize all existing and potential customer needs, meet customer requirements and strive to surpass customer expectations by following total quality management processes across the organization. Steps in applying these processes include the following:
· Understanding customers’ needs and expectations 
· Balanced approach among customers and other stakeholders 
· Communicating these needs and expectations throughout the company
· Monitoring customer satisfaction and acting on results 


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.
Ways that help to achieve customers trust:
a) Integrate your service strategies - A genuine strategic commitment to service at board level will filter down to those on the front line of a business and customers will recognize this.
b) Be transparent - Communication between businesses and consumers should always straightforward and clear. One way to do this is to report on performance to key stakeholders, including customers, employees and shareholders.
c) First impressions count - A rapid and personal response (via social media) gave the customer confidence.
d) Seek external endorsement - Service mark is a respected national standard that recognizes this commitment and improves customers’ confidence in companies.
e) Prepare for all eventualities - While you can rarely predict when a crisis might occur, you can put contingency plans in place to help mitigate one.
f) Keep employees happy – There should be clear link between employee engagement and positive customer experiences. As the relationship economy evolves, the former will become even more crucial to building trust with customers, so it is worth gauging levels of engagement.
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v. What is meant by CRM? Which type of information does it include?
i) Is a term that refers to practices, strategies and technologies that companies use to manage and analyze customer interactions and data throughout the customer lifestyle, with the goal of improving business relationships with customers, assisting in customer retention and driving sales growth.
ii) Customer relationship management include the following information;
a) Customer information
Notes and attachment can capture the details of a service call, customer support needs or warranty information. In this way, the customer relationship management data replaces a paper file as a means of tracking each interaction with a customer.
b) Employee information
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.
c) Contract information
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, he can avoid overlooking possible sales opportunities.
d) Purchasing information 
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.

DERMTARK COMPANY PTY(LTD)
Customer Satisfaction Survey
_____________________________________________________________
Purpose 
The purpose of this very brief survey is to help us serve your needs more effectively. By understanding where we are exceeding your expectations, or need to improve, we can allocate our resources to provide better products or services, knowledgeable staff and executive management. Our goal is be proactive in monitoring your satisfaction, so please provide constructive feedback that we can incorporate into our strategy.

Satisfaction with services accessed or received
1) On an overall basis, how satisfied are you with our company? 
1. Totally satisfied
2. Satisfied
3. Dissatisfied
4. Totally dissatisfied
5. No response
2) How satisfied are you with our billing and invoicing?
1. Totally satisfied
2. Satisfied
3. Dissatisfied
4. Totally dissatisfied
5. No response
3)  How satisfied are you with the procedures we use for providing quotes?
1. Totally satisfied
2. Satisfied
3. Dissatisfied
4. Totally dissatisfied
5. No response

4) How satisfied are you with our company's overall communication efforts?
1. Totally satisfied
2. Satisfied
3. Dissatisfied
4. Totally dissatisfied
5. No response
5)  How satisfied are you with our company as a business partner?
1. Totally satisfied
2. Satisfied
3. Dissatisfied
4. Totally dissatisfied
5. No response
6) How satisfied are you with the overall performance of our sales representatives?
1. Totally satisfied
2. Satisfied
3. Dissatisfied
4. Totally dissatisfied
5. No response
7)  How satisfied are you with the delivery of our products or services?
1. Totally satisfied
2. Satisfied
3. Dissatisfied
4. Totally dissatisfied
5. No response
8) How satisfied are you with your interactions with our management?
1. Totally satisfied 
2. Satisfied
3. Dissatisfied
4. Dissatisfied
5. No response


9) How satisfied are you with the effectiveness with which we process your orders?
1. Totally satisfied
2. Satisfied
3. Dissatisfied
4. Totally dissatisfied
5. No response
10) How satisfied are you with the customer service we provide?
1.  Totally satisfied
2. Satisfied
3. Dissatisfied
4. Totally dissatisfied
5. No response

vii. Review the success of a completed survey.
	Survey results
	Index-normalized to 100%
	Simplified ratio

	Totally satisfied
Satisfied
Dissatisfied
Totally dissatisfied
No response
	100%
	1.0

	
	38%
7%
-180%
0
	0.4
0.1
(2.0)
0



	Overall satisfaction
	Index-normalized to 100%
	Simplified ratio
	Number of respondents
	Response percentage
	
Index
 score

	Totally satisfied
Satisfied
Dissatisfied
Totally dissatisfied
No response
	100%
	1.0
	26
	53.06%
	53.06%

	
	38%
7%
-180%
0
	0.4
0.1
(2.0)
0
	19
3
1
0
	38.78%
6.12%
2.04%
0
	15.51%
0.61%
-4.08
0%

	                                                                     Total score  65.10%


* Index Score is calculated by multiplying Response % by Simplified Ratio

CASE STUDY
1. How important it is for them to classify the center’s users?
The goal of usage segmentation is to provide the highest level of service to a firm’s best customers while promoting the company to casual or light users. Classifying your customers into groups by needs and identifying what is important to them allows you to serve them better while fulfilling their desires with your product or service. 
2. Explain how this sort of data could be helpful?
Many company marketing teams identify heavy users by utilizing internal databases. With bar-code scanners, point-of-sale systems and data from credit, debit, and transaction cards, in-house marketers can accumulate a wealth of information about customers. Many have learned that between 10 and 30 percent of a company’s customers generate 70 to 90 percent of total sales, firms develop customer clusters from these databases. Customers are placed in clusters based on common attitudes, lifestyles and purchase behaviors.   This technique offers a business the following advantages:
· A meaningful classification scheme to cluster customers based on a firm’s actual customers.
· The ability to reduce large volumes of customer data down to a few concise, usable clusters.
· The ability to assign a cluster code number to each customer in the database. Each number is based on the customer’s actual purchases and other characteristics (e.g. address, amount spent, credit versus cash, etc.).
· The capacity to measure the growth and migration of customers over time and from one cluster to another, which allows for the evaluation of marketing programs.
· The capacity of using a database to develop multiple clusters based on different benefits or usages. 
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