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		i. Explain various techniques of assessing customer response 
-Home Customer Survey
Businesses use home customer surveys to assess the needs and expectations of their customers, how the customer feels about the service they received, their interaction with the company's staff and their opinion of the product they purchased.
-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, 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, These suggestions offer businesses the opportunity to listen to customer opinions.
-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
ii. Discuss the role and function of policies and procedures in meeting customer requirements 
■Benefits of understanding customer expectations:
the benefits you can get from understanding customer expectations:
· It lets you know what service levels are expected to keep customers happy and achieve high customer satisfaction
· It enables employees to focus on fulfilling customers’ expectations
· It gives you the opportunity to exceed expectations and create raving advocates
· It can help you resolve customer complaints. Since complaints are a result of failing to meeting expectations, you have the ability to quickly fix the problems and retain the business

■Knowing your customers’ needs: Excellent customer service means different things to different customers. In order to understand what your customers feel is a good level of service, you first need to, ask them. Find out what your customer wants from your product or service. Now work out how and whether you can meet those needs.
■Setting customer expectations
Once you now know what your customer needs, you can begin setting expectations. Here you can tell customers what service levels they can expect to receive, what support is available to them, what results they should be getting and what KPI’s you’ll be working towards. Every industry and even every customer might have a different set up expectations. This is because there needs will be different, so you must adjust accordingly.
■Meeting customer expectations
Meeting customer expectations is the most valuable part of customer satisfaction. A satisfied customer is one that has had their expectations met. To do this, you must make sure you deliver a consistent level of service that is based on the key areas and KPI’s you have set for each customer when you set expectations.

■Fixing and resetting expectations
From time to time you are going to fail to meet customers’ expectations. It’s the nature of the beast. There are a number of reasons why this might happen from poor customer service, under-trained staff, expectations set incorrectly, or even growing pains where expectations have changed.
iii. What is the role of quality management in meeting customer needs? 
Total quality management ensures that employees understand their target customers well before making any changes in the processes and systems to deliver superior quality products for better customer satisfaction. In fact, organizations introduce total quality management or any other quality management process to increase their customer base and levels of customer satisfaction. Total Quality management increases an organization’s database of loyal customers who would not go anywhere, no matter what. Believe me, without customers a business can’t even exist.
Quality of a product is not defined only in terms of its durability, packaging, reliability, timely delivery and so on but also a customer’s overall experience with the organization. Remember customer dissatisfaction leads to loss of business. In service industry, employees need to interact with the customers sensibly and with utmost care and professionalism to expect happy and loyal customers. Design various feedback forms for the customers for them to share what they feel about your products and services. The feedbacks may be in favour of your organization, may not be in favour of your business. Negative comments or feedbacks of the customers should not be ignored. As a part of total quality management, employees should sit on a common platform, brainstorm ideas and come to concrete solutions which would improve the systems and processes to eventually delivery what the customer expects. No amount of total quality management would help if you ignore your customers.
In case of physical products, customers are satisfied when the products are:
· Durable 
· Reliable 
· Easy to Use 
· Adaptable 
· Appropriate 
In case of service industry customers are satisfied only when:
· Employees are friendly and polite 
· Employees are honest and do not make fake promises 
· Employees are easy approachable 
· Employees are willing to listen and address customer grievances 
· Organizations respond to customer requests on time. 

 
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. 
1. Build Trust
This is the first way of building long-term relationships with your customers. The way to build
Trust is to make sure you show them that you deliver what you promise. Trust is something that
glues your business relationships and with time they become deeper and more and more
Reliable.
2. Create Bonds
The bonds that you create with other organizations and customers help to keep your
Relationships steady. Bonds signify that you have mutual goals and understandings and that you
Will work together to achieve them. Eventually, as relationships grow, bonds become stronger.
3. Empathize with Others
In simple terms it means step into the other person’s shoes before making your statement or
Decision. Empathy is an emotional link that builds trust between parties who are dealing with one
Another.
4. Encourage Reciprocity
Remember the old saying “in order to get something you must give something”? Well, in order to
Get a lot more than something; you must give away a little something. If you keep this notion in
Mind when dealing with clients, you are sure to build strong long-lasting relationships.

 
v. What is meant by CRM? Which type of information does it include? 
Customer Relationship Management (CRM) is a widely implemented model for managing a company’s relations with customers, clients, and sales prospects. This database helps you not only to keep track of your customers but also how best you can market your business to them.
A standard CRM database includes the following information:
-Company & Contact Management
-Lead & Activity Management
-Opportunity Management
-Charting & Reporting
-Email Marketing & Mailing Lists Management
-Sales Forecasting
-Microsoft Outlook E-mail Integration
-Notes & Business Intelligence Management


 
vi. Design and complete a customer satisfaction survey. 

	[Company Name]
[Company Address]
[City, ST  ZIP Code]
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[Company Name] Logistics requests your help. Please complete the following Customer Satisfaction Survey based on the project we recently completed for your organization. Thank you for your time.
	Customer Name:
	Project Name:
	Project Number:

	Husam Atmeh
	Logistics training
	10/2016

	Project Manager/
Stakeholder:
	Date:5th November 2016
	

	[Project Manager]	[Date]
	


1. Did the project team deliver the results and quality that were promised?
		Less than expected
		As expected
		More than expected
	√	Consistently more


Were key project deadlines met with a “whatever it takes” attitude?
		Less than expected
		As expected
		More than expected
		Consistently more


Was consistent discipline and direction provided on approach, scope, and schedule?
		Less than expected
		As expected
		More than expected
		Consistently more


Did the project team guide your staff and project results? Were they “team players”?
		Less than expected
		As expected
		More than expected
		Consistently more


The project process was … 
		Less than desirable
		As expected
		Better than expected
		Consistently better


Was there open and timely communication? Did the project team act as a team?
		Less than expected
		As expected
		More than expected
		Consistently more


Were the right personnel consistently assigned throughout the project?
		Less than expected
		As expected
		More than expected
		Consistently more


Was the project team creative and flexible in their approach to meeting objectives?
		Less than expected
		As expected
		More than expected
		Consistently more


Did the project team listen, learn, and then execute solutions to overcome challenges?
		Less than expected
		As expected
		More than expected
		Consistently more


The overall service on this project was … 
		Less than desirable
		As expected
		Better than expected
		Consistently better


Comments / Testimonial:
Thank you very much for taking the time to complete this survey. Your feedback is valued and very much appreciated!

 
vii. Review the success of a completed survey. 
POST PURCHASE EVALUATION: 100% Satisfaction (Consistently better|) feedback is obtained from the individual customer at the time of product or service delivery (or shortly afterward). 
PERIODIC SATISFACTION SURVEYS
Satisfaction feedback is obtained from groups of customers at periodic intervals to provide an occasional snapshot of customer experiences and expectations.
CONTINUOUS SATISFACTION TRACKING
Satisfaction feedback is obtained from the individual customer at the time of product or service delivery (or shortly afterward). Satisfaction tracking surveys are often part of a management initiative to assure quality is at high levels over time.
Satisfaction surveys are developed to provide an understanding of customers’ expectations and satisfaction. Satisfaction surveys typically require multiple questions that address different dimensions of the satisfaction concept. Satisfaction measurement includes measures of overall satisfaction, satisfaction with individual product and service attributes, and satisfaction with the benefits of purchase. Satisfaction measurement is like peeling away layers of an onion-each layer reveals yet another deeper layer, closer to the core.
All three methods of conducting satisfaction surveys are helpful methods to obtain customer feedback for assessing overall accomplishments, degree of success


 Case Study:
Customers, every business has them, but why would you want to classify them. Are some customers worth more than others? Well, yes and no – some customers are more profitable than others are, while all customers could be equally profitable. Classifying customers helps you take the action right for them, targeting your marketing, and serving their different needs – while improving your profits.
Different customers require different actions to reach in marketing, to deliver your product to, or in how they implement your product. Your customers can be broken down into general groups reached with different triggers. Some customers are self-service, while others want you to come to them. Remember its "different strokes for different folks." Your ability to customize your marketing will determine how far you can reach into a targeted audience that will purchase your product.
Information gained from this understanding can improve the targeting of your customer lists, while you giving you a better response for your specific products. Group those customers with different qualifications; perhaps identify volume accounts verses infrequent buyers or premium product verses standard product purchasers. Those characteristics that make each group unique should be the strength that focuses your marketing to get the results you desire for your business.
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