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1. Give short answers to the following questions: 
     I. What is the importance of customers’ feedback for the success of an organisation?

        Customer satisfaction and loyalty are fundamental elements that determine the success of every business. Your customers are the heart of your operation and you must always strive to be in tune with what they think and how they feel. Feedback is an essential element of any successful business. Even if you are happy with your current performance, it is important to keep looking for ways to develop. If you risk allowing your competitors rooms to grow and take market share from you, which could seriously weaken your position.
      Getting feedback is vital for any business that expects to grow, without knowledge; business leaders cannot make educated decisions. Uneducated decisions lead to higher failure, which can have detrimental impact on business. The lack of feedback can lead to frustrated customers and a negative corporate culture.
      Customer feedback can be an excellent way to keep your business going in a positive direction. Nothing can replace them telling you how they like to be treated, what you are doing right, and what could be done better. It is a wonderful way to constantly improve your service and the only way to know if your product or service is satisfactory is to gather accurate and honest feedback from your customers.

II. Why it is important to know about customer’s needs?

     Knowing and understanding customer needs is at the centre of every successful business, whether it sells directly to individuals or other businesses. Once you have this knowledge, you can use it to persuade potential and existing customers that buying from you is in their best interests.
     Understanding customers is key to giving them good service. To give good customer care you must deliver what you promise. But great customer care involves getting to know your customers so well that you can anticipate their needs and exceed their expectations.
     To understand customers well, you need to be attentive to them whenever you are in contact with them. The potential rewards are great: you can increase your customer loyalty and bring in new business through word of mouth recommendation.

 III. What are the barriers that prevent an organisation from understanding customer’s point of view?

The barriers which prevent organisations getting close to their customers include:
a. The evidence of anecdotal events which occur on a one-off basis and can cloud a manager’s opinion the views of complainants which are often not counterbalanced by non- complainants; a high percentage of customers do not complain – only one in twenty- six people is the figure often quoted, based on research undertaken in the United States.
b.  The opinions of a strongly articulate group of customers which may cloud an organisation’s view of customer requirements.
c. Preconceptions within the organisation – the ‘we have always done it this way and this is what the customer wants’ syndrome.
 
IV. What is customer care balance sheet? Which type of information does it contain?

      This is a useful tool used to gain a better understanding of the impact of complaints. It tells the organisation how much business it is losing both from customers who do not complain and from customers who do complain and are not satisfied with the way their complaint is handled. Postal surveys can be used periodically to ask customers who have not complained and those who have, how satisfied they are with their experience, how many people they will tell if they are not satisfied and whether they intend to use the services of the company again, as a result of their experience. 
     The first element is sales lost from customers who experienced a problem and who did complain but were not entirely satisfied with the way their complaint or enquiry was handled. (Sales lost include sales lost from negative word-of-mouth advertising and from customers who will not purchase the service again). The second element is sales lost from customers who experienced a problem but did not complain. Again, the sales lost include sales lost from negative word-of-mouth advertising and from customers who will not purchase the service again. The third element is the sales lost even when customers had no problem. These elements provide the total sales lost by the organization. 
 
V. What is pilot scheme?

     To demonstrate the effectiveness of introducing a service philosophy, a pilot scheme should be used. A pilot scheme is particularly helpful where resistance to change is likely to be high. To ensure the success of the programme, it is useful for employees to see the benefits of a new approach. Through identifying part of the organisation which is typical of the business in size and structure in which to pilot an approach, a useful example is then set which can then act as an illustration of the success of the programme. A comparable control situation should be chosen which will not undertake the programme but can also be monitored and the achievements of the pilot scheme can be assessed.
     A time scale should be set for the pilot scheme and the initiative evaluated. The comments and feedback of all the employees involved in the pilot scheme must be sought to ensure that when the strategy is rolled out throughout the organisation, the learning points from the pilot scheme can be incorporated 

 VI. Who are mystery shoppers?

      This is the art of evaluating customer services discreetly and professionally.  Whenever there is an interaction between a customer and sales staff, there is an opportunity for Mystery Shopping.  The reason it is called Mystery Shopping is because our service checkers are required to carry out evaluations in an objective manner without drawing attention to themselves or causing attendants or assistants to treat them differently, or specially, compared to other customers. It is best practice, for example, to conduct research among customers to identify key measures which will form the basis of a mystery shopper checklist. Examples include: greetings used,   warmth of welcome , product knowledge , caring attitude, telephone manner .
      The ethos of mystery shoppers should be to reward staff for good service, not to castigate them for poor service. Staff members therefore should not be identified in mystery shopper reports unless it is in a positive light. Mystery shoppers evaluate a short range of service issues, such as:  approachability of staff, attentiveness of staff , atmosphere of office , welcome from staff.

2. Discuss different methods of quantitative and qualitative research that are used for getting customer’s feedback.
 
Qualitative Research is an in depth exploration of what people think, feel or do and crucially, why. If you want to know why your customers behave the way they do and what barriers there may be to their changing behavior, you would use qualitative research to explore those issues.
The most commonly used approaches are focus groups and in depth interviews.
Focus groups (also called group discussions) normally comprise five to eight participants brought together to discuss a number of topics guided by a moderator. The dynamics of this interaction between participants is an important feature of focus group.
Depth interviews are one on one interviews conducted by telephone or face to face. The more intimate environment allows participants to talk openly and in particularly where participants are competitors who would not agree to come together in a focus group.

Quantitative research provides a measure of how many people think, feel or behave in a certain way and uses statistical analysis to determine the results. If you want to know how many of your customers support a change in a product or service- and how strongly they support it – so that you can determine whether you have a business case for making that change, you would use quantitative research method.
Quantitative method uses a structured questionnaire with mostly closed questions, i.e the respondents select their answers from given list of possible responses. A range of question types may be used.
This method may be paper based, as in a postal survey, or computerized, as in a telephone or online survey. A computerized survey can also be conducted face to face using a laptop or on site.
Because of its statistical nature sample size is important for quantitative research. Thirty is generally held to be the minimum number of responses to have more reliable data.
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