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1. Discuss the importance of customer services in an organization
Answer: Customer service handles company issues in stores, over the phone and even by email. Companies that produce highly technical products, such as software or satellite television, often have technical support staffs to resolve problems. Customer service is important to an organization for a number of reasons. 
Significance: Customer service is important to an organization because it is often the only contact a customer has with a company. Customers are vital to an organization. Some customers spend hundreds and even thousands of dollars per year with a company. Consequently, when they have a question or product issue, they expect a company's customer service department to resolve their issues.
Identification: Customer service is also important to an organization because it can help differentiate a company from it competitors, according to the article titled "The Importance of Customer Service" at Drew Stevens Consulting website. For example, it may be difficult to tell the difference between two small-town drug stores, especially if their prices are similar. Therefore, putting extra efforts into customer service may be thing that gives one drug store a competitive advantage.
Function: A company with excellent customer service is more likely to get repeat business from customers. Consequently, the company will benefit with greater sales and profits. Contrarily, companies with poor customer service may lose customers, which will have a negative impact on business. It costs a lot more money for a company to acquire a customer than to retain them, due to advertising costs and the expense of sales calls. Therefore, the efforts that go into maintaining quality customer service can really pay dividends over time.
Publicity: People that have a positive experience with a company's customer service department will likely tell two or three others about their experience, according to Consumer Affairs website. Therefore, quality customer service can be a source of promotion for organizations. Contrarily, a person who has a bad customer service experience will likely tell between nine and 20 people.
Prevention: Customer service is important to an organization because of potential complaints. Consumers can file a complaint with the Better Business Bureau, Consumer Affairs or even a class action attorney if they are dissatisfied with a company's customer service. As long as a customer owns a product, they expect to be able to service it. Otherwise, they have certain rights to sue the company, as consumers are protected by the Federal Trade Commission.

2. Why is it important to know about customer’s needs?
Answer: customer needs is key for the success of any business. An organization cannot provide services if it does not know what the customers want. On the other hand, providing services without proper knowledge of customer’s needs and demands can cost the business a lot and can ultimately lead to it being shut down. the organization has to have a whole department created solely for the purpose of research; research about the customer’s needs and expectations. Having direct communication with the customer can help a lot in this cause. Usually surveys, feedback and analysis of sales data helps an organization find out about its customer’s needs and in turn helps focus their attention to providing only those services which the customers need.
After working out the customer’s needs, the organization focuses on spending all funds and utilizing their assets to provide customer required services. They also focus on customer services to make sure their customers are happy.

3. Discuss the importance of customer service training for an organization.
Answer:  Employees who are properly trained and demonstrate professional customer service skills, can improve customer satisfaction and loyalty. This helps the business retain customers and improve profits. It costs less to retain loyal customers than to acquire new ones. In addition, satisfied customers are more open to additional sales messages and are likely to refer others to that business. 
Good listening skills and questioning techniques can shorten the interaction time with customers. This allows an organization to serve more customers in less time, possibly with fewer staff. However, consumers are intelligent and do not want to feel rushed, when they have questions. So be proactive and make sure every consumer feels they are being heard and not just "listened" to. 
Being able to clearly explain the next step in a process and confirming that the customer is satisfied, will decrease the number of call backs and return customers. Improving "first contact" resolution is one of the primary drivers of customer satisfaction. Training all employees using consistent customer service skills, allows them to have a common process and language when assisting customers. This allows the business to brand their interaction of excellent service to the customer, which adds value to the business.
Investing in employee training gives employees a feeling of value and improves morale. In addition, when employees feel valued, they value their customers. This could be a result of effective customer service skills training, which not only benefits the employee, but will enhance the relationships with the customers. These important factors can help to increase employee loyalty, reduce employee turnover, and lower productivity costs.

4. Discuss pros and cons of a loyalty scheme
 Answer:
Pros:
· It’s 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.
· 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.
· 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:
· 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 really 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.
· This type, more than others, usually makes users have to wait the longest to collect—there’s no instant gratification.
· Maintaining the program takes more effort—you have to keep track for customers, and then remind them of where they’re at.
· Users have to 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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