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Answer the following questions:


1. Discuss the importance of customer services in an organization.                    5
	
	




	



*Increase customer loyalty
*Increase the amount of money each customer spends with your business
*Increase how often a customer buys from you
*Generate positive word-of-mouth and reputation
*Decrease barriers to buying (for example, if your business has an excellent   reputation     of customer service for refunds, you're more likely to entice a hesitant buyer to purchase from you).
2. Why is it important to know about customer’s needs?                                           5
      * Customer satisfaction is a marketing term that measures 
  how products or services supplied by a company meet or surpass a customer’s         expectation. 
· Customer satisfaction is important because it provides marketers and business owners with a metric that they can use to manage and improve their businesses

* It’s a leading indicator of consumer repurchase intentions and loyalty
* It’s a point of differentiation
* It reduces customer churn
* It increases customer lifetime value
* It reduces negative word of mouth
* It’s cheaper to retain customers than acquire new ones

3. Discuss the importance of customer service training for an organization.                 5

1) Higher Employee Motivation & Engagement: Providing training on customer service allows employees to greater understand the impact their role has on the organization. A company that invests in training shows their employees that they care about continual development and progress. In turn this makes employees more engaged in the company and therefore more motivated. Employees then become more efficient and better equipped to deal effectively with customers. You can increase engagement a step further by having employees involved in the development of the training program by asking for their feedback (training needs assessment).



2) Improved Customer Service Skills: Through customer service training, employees improve their skills and/or acquire new ones. Specific customer service training programs focus on improving communication, listening, problem-solving and organizational skills. Training employees on the same set of competencies gives them a standard process to deal with customers and creates a sense of team spirit. The increased motivation and engagement coupled with the new skills creates improved customer service in the company.

3) Increased Customer Satisfaction: Improving the quality of your customer service through training leads to an increase in customer satisfaction, retention and loyalty. Through effective training, customer service representatives increase their ability to resolve issues and decrease the number of return calls.  Often, trained employees are able to address the concern at the first point of contact, which greatly increases customer satisfaction. The improved manner that employees interact with customers leads to the consumer feeling appreciated and respected. This appreciation is critical to the company’s success as it is the basis for repeated patronage and customer loyalty.

4) Rise in Profit: What quality customer service training allows the company to achieve is higher customer retention, the acquisition of new customers, reduced employee turnover and increased sales. The training has a great impact on employee motivation and morale, which leads to increased productivity. Through the customer service training employees come together to achieve a common goal, which is to satisfy the customer. Think of it as an equation: improved customer service + increased customer satisfaction + increased customer loyalty = an increase in profit.

4. Discuss pros and cons of a loyalty scheme.

Type 1: Frequency Program – Classic Punch Card

Everyone knows about this one, right? It’s your classic buy 9, get the 10th free punch card scheme that businesses have been using since the beginning of time to encourage patrons to visit and buy more frequently. And there are good reasons that it’s so popular.

Pros:
Its simple customers can’t help but understand how it works.
It’s incredibly low cost to run. A few printed cards and you’re off and running.
It’s easy to set up tiers that reward for ever-increasing levels of purchase behaviour.
Cons:
It relies on customers to bring a physical thing with them to the store sometimes that’s a lot of responsibility for customers.
It’s easy for customers to cheat the system a custom whole punch or stamp is very necessary.
Its simplicity is its downfall you don’t collect any information about customers, or about complimentary purchases, barring any further marketing efforts based on what you learn.

Type 2: Points Program
The second most popular type of loyalty program is a points program (think your airline miles’ credit card). In this type of program, points are allocated to the customer based on spending behaviour.
Pros:
Like the frequency program, it’s also simple to understand for customers—buy X get Y points.
Also, easily tiered for customers to achieve even greater rewards for greater purchases.
It’s consistent there’s no change in rewards for sales. What you spend equals the points you get.
Cons:
This type, more than others, usually makes users must wait the longest to collect there’s no instant gratification.
Maintaining the program takes more effort you should keep track for customers, and then remind them of where they’re at.

Type 3: Cash Back Program
Another very popular type of loyalty program is the cash back or rebate program. In this type, users earn money back from previous purchase behaviour that they can then spend on future purchases, effectively discounting the future purchase.
Pros:
Customers love cash, and accruing cash back is a great way to make a customer feel good about frequenting your business.
Requiring users to spend the reward in your store drives users back for additional visits—always a good thing for a business owner.
It’s simple to understand for customers spend X, get Y back.
Cons:
Users must wait to redeem their reward. Cash back rates are usually low so it takes a couple visits for users to build a reward worth spending.
It can be expensive to build rewards since, again, usually the rewards are so low.
If customers come to your store infrequently, this type of program may have less appeal to them.
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