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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.

For high grades use examples and illustrations where appropriate. 
	1. Give short answers for the following questions: 

I. What is the importance of customers’ feedback for the success of an organisation? 
Listening to the customer by their feedback will enable the customer to gain vital information in the areas that they are good at and areas of improvement. 
II. Why it is important to know about customer’s needs? 
This is crucial to the future success of the company as it needs to listen to the customers and find out what their requirements or needs are. 
III. What are the barriers that prevent an organisation from understanding customer’s point of view? 

· There is a discrepancy between the customers who complain and the ones who don’t. As a high percentage of customers do not complain. 

· Several incidents incident may have occurred, which aren’t factual may also cloud the manager’s opinion. 

· Forthright and intelligent group of customers with strong opinions may also cloud the judgment of the company. 

· The company’s stubbornness towards change whereby they have a view about their level of customer service, which they perceive the customers are happy with. 

IV. What is customer care balance sheet? Which type of information does it contain? 

A customer care balance sheet is a method of gaining a better understanding of customer complaints and the impact it will have on the company.  

Sales lost from customer who were not happy and complained

Sales lost from customer who were not happy and didn’t complain

Sales lost from customer who had no issues

Total sales lost

V. What is pilot scheme? 
A pilot scheme is essentially a method of testing the waters. This can be conducted via various methods such as focus groups, questionnaires and talking to customers, but are done on a smaller scale.
VI. Who are mystery shoppers? 
Mystery shoppers are originally used in the retail sector to monitor the level of service.  Gaining customer feedback first and utilizing the mystery shopper is the most effective way of assessing the company’s level of service. 

2. Discuss different methods of quantitative and qualitative research that are used for getting customer’s feedback. 

Quantitative

Qualitative

Hard Issues and facts

Soft Issues and opinions

Telephone surveys.

Self-completion questionnaires.

(comment cards)

Postal surveys.

Mystery shopping.

Third party surveys.

Online surveys.
Focus groups/user groups/ customer panels.

Face-to-face interviews.

Videos.

Free-phone.

Suggestion schemes.

Online discussion forums
Quantitative methods enable the company to gain hard facts through numbers. Best methods of practice is to utilise more than one quantitative method  

Qualitative methods enable the company to get feedback from the customers.  This will give the company the opportunity to engage with the customers gain an in depth feedback on the services and products they provide. 
Telephone surveys.

A popular method especially within the service industry. Telephone surveys are rather intrusive and will put the customer on the back foot. They might not be willing to give a genuine feedback and definitely be reluctant to give their personal details over the phone, 

Focus groups/user groups/ customer panels.

Less intrusive than a telephone interview. This method will enable the company to gage the general consensus of a larger group of customer. From opinions about a particular product, service and food samples etc

Self-completion questionnaires.

A popular method, which can be posted or sent via email. Making it easy to complete is crucial for this method indoor for it to be successful. Displayed in an logical order and leave the complicated and more personal questions near the end. 

Face-to-face interviews.

Will gain instant feedback, which the company can act on. Customers are more inclined to talk at a supermarket if they were asked their opinion on a certain product if they gained a free sample.
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