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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. 
	1.
Answer:
Customer Service is giving the customer more than what they have paid for that is adding value to the product or service they buy. It is simple from being friendly to proving help whenever they need.  It is very important for any organization to have their best team to provide excellent and legendary customer service to any customer to make their first visit turn into multiple visits. It is also creating brand loyalty.  The staff plays the important role to build loyalty clients and sell the products/services to the customers. Individual staff should aim at making the customer’s visit happy and satisfied. Good customer Service can pool more customers.

Customer service doesn’t mean to be provided just before the sale of the item but also after the sale has been made. This builds up the reputation of the organization and leads to profit overall. Hence every member of the organization is responsible to provide customer service in their best possible way in whatever the situation may be.

2. 
Answer:
Customer’s need changes over time and any business has to make an effort to know what the customer really wants. Without knowing the needs you cannot make the customer happy which is suppose to be our focused point.
Changing Customer Behavior and Expectation
Today’s generation is literate and has the knowledge of everything.  You cannot fool the customers by charging extra or altering the quality or price. There is always a research made before they buy anything that is they will look up on the internet which product is best, check the reviews, or even check where the same product is offered at the low price. 

Value for Time
Time is very important thing. Customer will see if it worth buying the product which gives value for time and also should be trending.

Consumer Rights
Internet provides the knowledge and creates awareness among the customers with regards to the rights they hold as customer. In case of violation of the rights, customers can appeal for their rights.

Smart Competition
Time is very important and with internet it becomes easy for any individual to easy place orders and get their products delivered at home/office. This convenience is enjoyed by customers and they won’t waste time going to the store instead ordering online. Hence this is creating competition to sellers all around the world. 

Technology
Most of the business is because of the latest technology. Advertisements / Promotion are made on social sites, TV. Products are put for sale on the ecommerce platforms or on their own websites, also providing information of the products. Providing help in ordering/ replacing or even returning the product. Promotional emails are sent across. Surveys are sent across on emails.  Also, the payment of the purchases are accepted by credit cards, debit cards,  paypal etc. Technology helps in providing all the services possible.

Customer Retention
Customer retention means retaining the existing customers to the organization as well as creating a pool for new customers to the organization. This is possible only if you provide excellent and legendary customer service to make every customer feel the satisfaction at the visit.
It is very important to level up with the services to the expectation of the customer inorder to retain the customers and to attract new customers.

3.
Answer:
Customer service is essential for any organization if it has to sustain in business for the long run. Organizations providing good customer service are successful in retaining existing customers and building long term relationships with them. Therefore, it is crucial for organizations to provide customer service training for their employees.

Recruit For Attitude, Train for Skill
The person attitude towards the customer should be fair enough. The person to love to help and talk with people. It is waste to train the person if he has wrong attitude towards the customers.

Blended learning
Learning about customer service is not only through the training provided at the job, but learning is a process which is versatile. One can learn through books, online studying, attending courses, or even through experience. 
Training To Deal With Challenging Situations
Good customer service training can helps employees to develop skills of handling customer complaints and maintain good relationships with clients. It is important to be trained to handle difficult customers without offending and frustrating them.

Induction
It is important to give full training to full time to part time staff so that they are able to provide the excellent service. Most of the employee starts well on the first day as they are very prepared for their customers. That is because of the well training providing. 

Competences
It is very important to keen interest in helping the customers and ensuring that they are satisfied. This can be done by many ways. Firstly it is important to know what the customer wants. What is his problems and how he wants it to be rectified. Second is apologies and work towards the resolution of the problem. The final is to rectify or offer solutions. And least is to collect the feedback from the customers.

4.
Answer:

Pros:
An incentive to the customer to purchase from you
Chance to build long-term relationships
Marketing opportunities
Competitive edge
Increased sales
Customer research data
Foundation for tie-ins to additional offers

Cons
Attracting customers who are not ideal
Set-up Cost is high
On-costs that must be covered by attracting increased sale
Reward(s) that might not be sufficiently motivating to win long-term loyalty
Redemption processes that might be too complex for customers
The time and money it would take an average customer to accumulate sufficient points for a worthwhile reward
Loyalty can be to the incentive rather than the supplier, which could mean loss of business once the programme ceases
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