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1. Give short answers for the following questions: 

     I. Discuss the importance of customer service training for an organization.

     Customer service training is the key to an organization having a very skilled and well informed staff. It is necessary to help the organization make progress.
     Customer service training helps organizations stay ahead of competition as more organizations are becoming customer focused. It is only the employee and their way of doing work that helps the organization differentiate itself from others and make progress therefore it is important for employees to be trained in order to give their best performance.
     Customer service training boosts employ confidence, tells them how to do their job efficiently and teaches them great techniques to deal with customers this leads to customer satisfaction and great achievement for business improvements. It stresses the importance of customer care and keeping customers happy.

    II. Outline some training and development methods.

· Telling method – This may include lecture, demonstration
· Showing method – This may include video, programmed learning
· The role playing method – This may include role play
· Discussion technique – This may include case study, exercise

   III. Discuss the role and function of policies and procedures in meeting customer requirements.

        Customer policy and procedures benefit customer requirement in that well written policy are consistent with the values of an organization and will be used as a guide on how the company will handle various issues that may arise as a result of day to day dealing with customers.
       Having a policy in place will also demonstrate that the organization is being operated in an efficient and businesslike manner which will inspire confidence in the organization capacity in dealing with their concerns.
      An organization with an established policy will save time when a new problem can be handled quickly and efficiently which will benefit the customers.
      Policy and procedures clarify functions and responsibilities which mean that the organization will maintain its direction even during periods of change. This will ensure that customers concerns will still be handled in the same exact way.
      The employees will be able to work to the best of their abilities within the limit of the policy keeping in mind that they will be protected in the event of legal action.
      All these benefits of a well written policy and procedures for an organization seek to foster continuity and stability with consistency in decision making and operational procedures which will ensure that the needs of the customers are kept at the heart of the policy.

  IV. Design and complete a customer satisfaction survey.

We greatly value your opinion, by filling out this survey you can help us to better serve you our customer.

(1) Overall, how satisfied of dissatisfied are you with our company?
· very satisfied
· somewhat satisfied
· neither satisfied nor dissatisfied
· somewhat dissatisfied
· very dissatisfied
(2) How well do our products meet your needs?
· Extremely well
· Very well
· Somewhat well
· Not so well
(3) How would you rate the quality of our products?
· Very high quality
· High quality
· Neither high or low quality
· Low quality
· Very low quality
(4) How would you rate the value of our products
· Excellent
· Above average
· Average 
· Below average
· Poor
(5) How responsive have we been to your questions or concerns about our products/
· Extremely responsive
· Very responsive
· Moderately responsive
· Not so responsive
· Not at all responsive
(6) How long have you been a customer of our company?
· This is my first purchase
· Less than six months
· Six months to a year
· 1 – 2 years
· 3 or more years
· I haven’t made a purchase yet

(7) How likely are you to purchase any of our products again?
· Extremely likely
· Very likely
· Somewhat likely
· Not so likely
· Not at all likely

(8) How likely is it that you would recommend this company to a friend or colleague?
· Extremely likely
· Likely
· Not likely at all

(9) Do you have any questions, comments or concerns?.....................................................


2. “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.
       
      Customer trust of the salesperson has two components, affect and cognition. Affect is feeling secure or insecure about relying on the salesperson, and cognition is the belief that the salesperson has both the necessary competence and motivation to be relied upon. It's a proven fact that building customer trust in products and company is a great way to increase profits and build a strong, dependable consumer base. Most of the techniques come down to treating customers the way that they want to be treated this delights customers and by so doing brings profit to the company. Strategies to build customer trust can be as follows: - 
·     Organizations should be honest and straightforward. The key to building customer trust through marketing and advertising is being honest and straightforward. 
·     Respond personally to correspondence. If a customer gives a suggestion or complaint, take the time to express gratitude to that customer for expressing their opinion. 
·     Make it easy for customers to complain. Organizations should provide phone numbers, feedback email access and any other ways for customers to notify when there is a problem. The longer it takes to resolve a problem the more potential customers will hear about this particular customer dissatisfaction with your company. 
·     Give the right advice to the clients. This means that if analysis of customer situation indicates that product or service is not the right solution for their problem, salesperson should let them know and then direct them to where they can get the right product or service. 
·     Customer review sites. A customer review site is a great trust building tool. Sites like this allow customers to review companies they’ve done business with, telling others what they like and do not like about them. Potential consumers like to hear what others think. 

       Salespeople should be trained to build trust with highly knowledgeable customers. This also suggests that some consumers who have taken the time to understand a product may have less need for a salesperson's assistance. With widespread Internet usage and information availability, consumers' product knowledge is likely to continue increasing. Consumers may also view any such help from a salesperson as more of an attempt to persuade or unduly influence them than to provide factual knowledge to assist in the decision making process. Salespeople need to understand how to appropriately manage the selling situation with customer groups that seek information before making purchases. Salesperson behaviors and attributes influence customers' satisfaction with the product ownership experience and the customer's trust of the salesperson. This relationship alone has many implications for hiring and retaining good employees. Companies should design sales training programs that help salespeople become more competent and successful at using low-pressure selling tactics and the means that improve their competence and professionalism. A competent salesperson with complete and accurate product knowledge creates customer satisfaction, which brings in more profit.




Case Study
1. How important it is for them to classify the centre’s users?

It is important to classify the centre’s users into age and occupation groups as this will help the organization focus the marketing on customers who will be most likely to be members of clifton gym. This will also allow the organization to build loyal relationships with customers by developing and offering them services suited to them according to the group. With this information the gym will be able to improve customer service by providing services that meet the targeted customer’s needs. Doing this will increase profits potential by keeping down costs down and allow the gym use its resources wisely by avoiding markets which will not be profitable for the gym, as the more accurately they can focus on them, the less the company’s efforts will be wasted.

2. Explain why this sort of data is helpful?

Data obtained from identifying Clifton’s leisure gym members will help the organization have a better understanding of their target customers therefore making their service more effective. This shows that the organization puts its customers first, with this; Clifton gym will have a greater advantage over its competitors.

Once the data is obtained, it will be easier for the organization to know exactly what its customer’s needs are thus to improve their service since customers vary in preferences, so obtaining data will help Clifton leisure gym identifying the needs of its customers. This in turn attracts more customers as it will be seen as an organization that considers the needs and wants of its clients be it young or old customers.
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