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1. Give short answers for the following questions: (15)

a) Discuss the importance of customer services in an organisation.

Good customer service is an expectation of more and more customers, when purchasing goods and services.  Satisfied customers tend to make repeat purchases or requests for services will recommend services and products to family and friends resulting in the generation of additional sales or service requests.

In the service industry, good customer service is an important element of the business as customers can make or break a company’s reputation solely on the level of service they have received.  Therefore many companies define the quality of customer service they provide by establishing service standards to meet the needs and expectations of its customers.  

For example for a housing provider, service standards would include, answering the phone in less than 10 seconds, responding to a complaint within 2 working days and responding to emergency repairs within 2 hours.  To ensure there is a consistent approach to meeting service standards it is imperative for a company to:

· Train staff to ensure they understand their role and how this impacts on the customer experience.  They also need to be aware of any targets they are required to meet.
· Listen to customer feedback and learn from mistakes to improve services, including ensuring customers receive feedback as to how they have helped to improve service provision.

b) What is customer retention? How does it can benefit a business?

Customer retention is where a customer will return to an organisation for repeat purchases or services.  The ability of a company to attract new customers and retain then is not only associated with the quality of its products or services but is linked to the level of service a customer receives.  If the customer feels they have received good customer service or experience, they are more likely to return again to make repeat purchases or request services.  In some instances this can be even when that company is not the cheapest.  John Lewis are a very good example of where customers are likely to pay a higher purchase price to receive an excellent customer service.
 

c) Outline the benefits of a customer focused service?

Providing a customer focused service is crucial to ensure the continued growth of a company.  As customers have a wider range of options available to them particularly when buying goods, it has become increasingly important that a customer focused service is provided.  Due to the wider range of access methods such as digital channels which provide goods at discount prices, customers will not hesitate to walk away from a company relationship that does not provide a service that meets their needs. 

Good customer experience helps in building brand, contributes to increasing market share and provides a competitive advantage.  A company whose approach is to provide a customer focused service looks at delivering different services or products to its customers based on the individual needs of the customer.  This approach looks at selling more products to the same customers (repeat business) as opposed to a focus of purely selling the same product to many customers, therefore allowing company growth through a process of customer retention along with good customer feedback and recommendations.


d) What is customer loyalty? How would you depict a customer’s relationship with
Customer loyalty can be defined in a number of ways; from an individual being faithful or loyal to a particular company or item to them having a positive attitude towards a company and promoting or recommending it to others.  For a company customer loyalty is predominantly about securing repeat business.

e) a business in terms of a loyalty ladder?

All businesses want to maximise sales, however just as important are those people who will promote the business and return time and again.  In terms of the loyalty ladder these are known as Evangelists, they will shout the praises of the business from the roof top and help in building an ever-expanding loyal customer base, all for free.
But how do you turn your customers into evangelists? This is not automatic, you need to ensure the systems and process are in place to make the customer experience excellent..
This is where the Ladder of Loyalty helps by setting out a customer categorisation with seven levels. As a business start with the people who may be your potential customers. By keeping them engaged with your good products and excellent customer service, the business is increasing their level of loyalty eventually becoming an evangelist for the business.
The different levels of the ladder of loyalty are:
1. Suspect – These are the people who may be potential buyers, anybody who could buy from you.  This can be defined by locality or those who have access via internet or telephone.
2. Prospects – This second level is those people who are the potential buyers of a product or service. They haven’t bought from the business yet but have expressed some form of interest or enquiry. 
3. Customers – The third level on the loyalty ladder are those people who buy from the business. The crucial factor here is the fact that most customers are just one time buyers. Whilst this generates sales if a customer is only a one time buyer then the business will need to run marketing campaigns etc to generate new sales, therefore it is good business sense to focus on taking customers to next level.
4. Clients – Clients are basically repeat customers who buy form a business more than once. The important factor in respect to this point is they have found the products/service good enough and want to use again.
5. Members –The people who feel part of your tribe. They have a sense of ownership with what the business is offering.  This could be loyalty cards, memberships, etc which are all techniques to get customers to this level and helps in achieving this level helps when communicating with your market.
6. Advocate – These are people who will recommend a business. Many people will take recommendations and second opinions before they buy a new product. 
7. Evangelists –. These are walking, talking testimonials of a product or service. They will promote the products and/or services to others and are even prepared to pay a premium to receive this level.  With the increase of people using Social Media (facebook, twitter, etc), customers can communicate more effectively between each other and therefore a good or bad review or tweet can in essence make or break a business.

f) It is said that “today’s customers are different from those of the past”. Why

Today’s customers can be described as different from those of the past for a number of reasons:

· More mobile, therefore can travel to find the best deal or customer service
· Wider range of options when buying, that is they can use the internet to research and buy or buy via telephone ordering.
· Social media, can make or break a business, as more and more people use these as a method of communication good and poor reviews do inform the decision making process

2. Define the following terms;								 (4)

a) Internal Customers – are the people working for an organisation to provide goods or services.  These can quite often be overlooked and not treat as well as external customers.  However, the employees are an integral part in the success of the business.  Ensuring the culture of the business is embedded is crucial element to excellent customer service and investing time in ensuring staff are treat well, are trained and become advocates for the business is key.  By ensuring staff understand their role in the customer experience can help in creating a positive, productive working environment where morale is high.  Investing in staff and developing effective teams who are aware of the businesses systems and processes with effective communication channels and sharing of information will ensure the customer experience is excellent.

In delivering an effective and customer focused housing repairs services there are a number of key people to ensure the customer receives an efficient and effective service with good customer service

· Call Centre takes a repair either by telephone, web chat, in person email or letter.  The repair is diagnosed using a diagnostic tool embedded in the ICT system
· Appointment agreed with customer at point of contact and repair logged
· The repair is sent to the operative via an interface to the hand held device, along with an appointment
· Operative attends and completes repair, tenant signs on handheld to agree satisfied job is complete
· Repair comes back into system via interface
· Repair post inspected using handheld and customer survey undertaken

At all stages the interactions are recorded via the ICT system, to ensure if there is a query the Call Centre staff can respond therefore maintaining the customer experience.

b) External Customers – are those people who are receiving a product or service from the business.  These are called external as they come from outside of the business and bring in revenue to keep the business viable.  These include, guests in hotels, visitors to attractions, people purchasing goods in shops, diners in restaurants, and those buying a service,

The ultimate goal for a business is to ensure the external customer is happy with the goods or services and returns again.




Activity (4)
Make a sample questionnaire to know customers’ feedback about the services of a hotel.



Livin Hotel
Customer Satisfaction Survey

Name ………………………….				Room Number……………….

We constantly strive to improve our customer experience during their stay with us.  We consider all feedback as being important in helping us to improve and would ask that you spend a few minutes letting us know how you found your stay.

	Question
	Very Satisfied
	Fairly Satisfied
	Neither 
	Fairly Dissatisfied
	Very Dissatisfied

	How satisfied were you with our booking system
	
	
	
	
	

	How satisfied were you with the way our Reception staff handled your check in
	
	
	
	
	

	How satisfied were you with the cleanliness of your room
	
	
	
	
	

	How satisfied were you with the comfort of your room
	
	
	
	
	

	How satisfied were you with the restaurant facilities
	
	
	
	
	

	How satisfied were you with the facilities in the hotel
	
	
	
	
	

	Overall how satisfied were you with your stay
	
	
	
	
	



Would you recommend our hotel to family and friends

Finally, do you have any comments which might help us improve 

Thank you for taking the time to complete this survey






Case Study (7)
Rogers joined the NCA (an Insurance company) in 2003 as a Managing Director. The company has 55 branches in 16 cities across the country and has been in operations for the last 35 years.  With 2.5 million loyal customers, this is the third largest company across the country. Rogers’ target is to attract 1 million new customers till the end of 2004. Rogers has increased the marketing budget from £2,000,000 to £5,000,000, and has replaced the marketing director. This
increase in budget has affected some other schemes .i.e, customer loyalty card discounts.

In early 2004 Customer satisfaction research highlighted that although customers were content; they rarely gave top mark scores. As an organisation striving for world-class performance, the NCA Group sought to give customers a truly exceptional experience that would keep them coming back time and time again. By the end of 2004, the company has been successful in attracting 0.5 million new customers but has exceeded the marketing budget of £5000, 000. With this 5% of their existing customers moved to their competitors where they found some lucrative deals. By the end of 2004 the company’s overall profit has dropped by 3% as compared to the previous years where as the company has been successful in attracting more customers this year.

Keeping the above situation in mind answer the following questions:

1. Why the company has lost its existing customers?

The company has lost existing customers as it has been focussing on attracting new business.  This has been at the expense of its current loyal customers who return on an annual basis.  The marketing campaign has resulted in the level of rewards for loyal customers being reduced and therefore some of these have transferred their business elsewhere where lucrative deals are available.  The company has become complacent in its handling of its current customer base and is not taking into account customer opinion of the service provided which could also have resulted in customers moving away.

2. Why the company has lost its profit instead of attracting 0.5 million new customers?

Whilst the company has attracted 0.5 million new customers, this is still only 50% of its target to attract 1 million new customers.  Furthermore they have lost some of their loyal customers to their competitors therefore reducing profit.  In addition they increased the marketing budget by £3,000,000 to attract new custom and this was exceeded, again impacting on the company profits.
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