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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. 
	
Explain various techniques of assessing customer response.  
1- Owning The Market. 
By Making sure that your company and the services you are providing stand strong and steady in the market so you will always be a first choice for your customers through building a good customer relationship and also by properly implementing a CRM technique.
2- Position your business.
Make sure that your business doesn’t get lost or disappear in the competition.
3- Customize with and to customers.
By being flexible and up to date to meet the requirements of your existing customers and attracting new base of customers to your service throughout making sure you stand ahead of the competition line.

Discuss the role and function of policies and procedures in meeting customer requirements. 
Having policies for dealing with customers will help you maintain a healthy database of your customers that in turn help you adopt and create better marketing plans and good sale points, getting rid of bad customers, serve better existing customers. For any business to stand in the market it will need to always be successful in meeting customer requirements and need over the time , making sure you gain and earn their loyalty cause simply in any business customers are the boss.


What is the role of quality management in meeting customer needs?  
Quality for customers can be good value for what they are paying , or it could more importantly a good feeling and satisfaction after getting the service or the product , quality management will always help you serve better and keeping a good relation going on for a good time so your business keep going on and prosper.







“A happy customer is a reliable customer’, and a reliable customer means profit” keeping  in view the statement, point out the ways which help to achieve customers’ trust  
1- Building trust.
2- Creating Bonds.
3- Empathize with others.
4- Encourage reciprocity.

What is meant by CRM? Which type of information does it include?  
CRM Means Customer Relationship Management and it’s a model implemented for managing a company customer’s relations, and the kind of information that in include would be customers details , transaction history , sales history sales prospects , clients Its very important in helping businesses better serving customers and also marketing business to them.

Design and complete a customer satisfaction survey.  
1- Knowing the customer and keeping track of their transaction history keeping in mind that customer is the boss and a happy customer is a good business and that means a job being kept going on.
2- Being a good listener to customer’s requests, desires, needs, requirements, complaints, questions. That will give customers comfort and time into making the right decision for buying your service.
3-  Identifying customers needs by knowing them well and by keeping track of their history, keeping an updated profile.
4- making customers feel important and giving them attention for everything that they say to earn their loyalty and their satisfaction.
5- Making sure that your customers doesn’t get lost into your system and make sure they understand it by giving them more details and how the system works.
6- Appreciate the power of YES.
7- Always know how to apologize when something goes wrong.
8- Always give more than expected (That keep customers happy and coming back more and more) that will always keep your business going.

Review the success of a completed survey.  
By adopting that survey in order and properly surely customers will have nothing to worry about , they are being listened to , getting more in return, understanding the business , for you knowing their needs and listening to them, making them feel they are a priority will always make them come back and that will keep your business going on for longer time.

Case Study 
How important it is for them to classify the Centre’s users? 
Knowing your targeted customer is the most important part of having a successful business and by knowing your customers you will be able to market your business better which will reflect on your desired results, in this case knowing the age and occupation would help you deliver suitable service that meet their needs and expectations otherwise you will find yourself lost between lines without having a good customer study in advance.
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Explain how this sort of data could be helpful? 
Knowing Age Range and occupation will surly help in designing services that will meet their expectation and will also help you reduce your cost of delivering these services to the customer you ae targeting for your service , a gym for younger people will be different than this one for older people than this for ladies per say, so for having a better marketing strategies you need the right kind of information so its successful and in return your business will be successful by having the right customer and maybe in the future adopting same strategy you might be able to develop.
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