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Q.1. 
i.  Techniques of assessing customer response: 
a) Surveys – customers can be given surveys to rate the quality of service they receive from the business along with additional feedback. For example, rating employee assistance on a scale of 1-10 with 1 being the lowest and 10 the highest.
b) Suggestion boxes – these can be used to provide a means of personal opinion from customers on how the business can develop in certain areas by them giving suggestions and ideas.
c) Face-to-face interviews – it will be easy to relate to customers when talking to them directly. This will ensure employees fully understand the customers’ needs and wants. 

ii. Policies and procedures in meeting customer requirements: 
a) Understanding customers’ needs and expectations – by interacting with each customer, employees will be able to anticipate the customer’s needs. By having a good line of communication with them, everyone will feel comfortable in the business environment and customers will have a pleasure to return.
b) Help customers understand your system – in having a website or online system, customers must be able to navigate them properly and with ease. It is important to take time to help customers fully understand what the system is about.  
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c) Give more than expected – customers will always feel special when employees go the extra mile to help them and keep them satisfied. The business should offer the type of service competitors don’t. 

iii. The role of quality management is to ensure that the services and products being sold are made or is being given as high quality items. Therefore, customers will have the value and quality products for their money which is essential to all consumers. With quality, customers will see the business as reliable. 

iv. Ways to achieve customer’s trust
· Give them with all necessary information on the business and what it provides 
· Listen carefully and understand what they say when they speak 
· Do no misrespresent or false advertise product or services 
· Keep the promises made 
· Be respectful 
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v. Customer Relationship Managemnt (C.R.M.) describes how a business interacts with customers. This involves usng technology to gather information needed to provide improved support to customers’ needs.

It includes information such as customer profile (who are they?), customer buying profile (how often do they buy?), customer buying profile (what do they buy?) and customer service profile (what kind of problems or issues do they encounter?). Effective C.R.M. gives the business the opportunity to show customers that they are being recognized and understood. 
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vi. Customer Satisfaction Survey 
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 your experience with our body scrub product that you have purchased. We appreciate your business and want to make sure we meet your expectations. 
Sincerely, Galton Jn.Baptiste, Manager 
How often do you typically use the product? 
·  Daily 
·  Weekly 
·  Monthly 
·  Every 2-3 weeks
How do you rate this product? 
· Miserably 
· Somewhat satisfactory 
· Satisfactory 
· Delightful 
How did you get familiar with the product? 
· From a friend 
· I saw an advertisement online or on television 
· When I came to the store
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Based on your experience with the product how likely are you to refer it to someone? 
· Definitely not likely
· Might not
· Likely 
· Most likely 
How would you rate our product against competitor’s own? 
· Worse  
· About the same
· Better 
· Much better 
Please share a few things the product could do better below.I think it should have a lighter scent than the current harsh lavender.



If you would like to share any additional comment or experiences about the products, please enter below. None
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vii. The survey included questions which asked how the customer got to know about the product. This will prove if all efforts of advertising by the business are doing well. 

The product also measured against those of competitors and shows it is well preferred.  

Having customers provide feedback on whether the product can be better, lets the business know exactly what customers look forward to in having new sets of products later down the line or even as a little variations of the original product.

Case Study 
1. It is important to classify the certain users because it will help managers know the types of persons coming and must cater to their needs. 
2. [bookmark: _GoBack]For those who work late, for example, the management must decide the opening hours for the week to accommodate everyone comfortably. Also, for age range, the fitness instructor will be able to plan out various exercises at different levels (easy, hard and difficult).
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