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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.
	
ANSWERS
1.
  I. VARIOUS TECHNIQUES OF ASSESSING CUSTOMER RESPONSE.

      Customer response is all about gathering information from the customers and focusing on which valid suggestions can be implemented in line with the business’s best interest. Each and every business depends on any customer information so that their products and services can improve in order to meet the customer’s needs and also to make to make important improvements to their customer service methods. However, businesses gather this information using different techniques such as surveys, questionnaires and customer suggestions.
Home Customer Survey
Home customer surveys are used by the businesses in order to assess the customer expectations and needs and this includes email surveys, phone surveys or take home surveys attached to the customer receipts, mailed surveys. The purpose of these surveys is to request the information from the customer on how the interacted with the business, what the customer didn’t like or liked, the quality of the products they purchased, how the interacted with the business staff and their opinions so that the business can improve and eventually grow. All these surveys are so important because they are a means of gathering customer responses more especially after the customer has interacted with the business.
Customer Service Questionnaire
These are short surveys which the customer takes when they approach a customer service employee with any problem they faced. It includes the customer complaints, questions on their shopping experience and fill out surveys about their product problems. These questionnaires can be short physical surveys, verbal questionnaire from customer service employee or a general assessment by the employee about a customer’s problem. The reason for conducting these surveys is to give the businesses an important assessment tool to understand the customer perception of the business’s methods of managing difficult problems.
Customer Suggestions
Customers are so helpful in giving free suggestions on various ways on how a business can actually improve their products and services. Therefore, the business can use suggestion forms, listening to the customer at the point of service or through the received calls. A business would listen to the opinions and work on areas of concern. Through these surveys, the business can work on it products, implement those products which the customers have been crying for.
Customer Expectations
Any business must consider each and every customer response and the fact is that not all the requests are fair. Some of them are unfair especially those from angry customers who would demand certain things unreasonably or those suggestions which are not in line with the business. Customer expectations should always be assessed to determine if the customer has an expectation for a service that is seriously reasonable or unreasonable.

II. ROLE AND FUNCTION OF POLICIES AND PROCEDURES IN MEETING CUSTOMER REQUIREMENTS.

Policies and procedures help in giving consistency responses to customer. However, written policies and procedures may also lead to faster resolution time, because agents know where to go to find the right information. There are also very important advantages for employees and organization: -Decrease employee frustration and stress (they know they have the details on what they need to do concerning customers). The policies and procedures provide the framework for a company’s entire operation.
In addition, they both help protect employees from making decisions that could lead to both personal and business legal repercussions. Policies and procedures for meeting customer requirements help to promote the culture that supports efforts of employees to meet the needs of the customers.

III. THE ROLE OF QUALITY MANAGEMENT IN MEETING CUSTOMER NEEDS.

      Quality management ensures that an organization, product or service is consistent. It has four main components: quality planning, quality control, quality assurance and quality improvements. Quality management is focused not only on product and services quality but also on the means to achieve it.
Customer satisfaction is one of most important thing any organization should always fulfill. If at all a customer is not satisfied, no money or penny will be made and the business will definitely close up. There are customers who are so different from others. Some would buy products ranging from fun wants to actual needs, or just people searching for specific services. Whatever the products being sold, they must be up to the standard or the products that the customer can use of which if of high quality they expect. Examples of products a customer might be looking for include: furniture, clothes, etc.
In addition, a customer would also seek a service like vehicle repairs, TV repairs, fridge repairs etc. In all these cases, every customer will expect a certain degree of customer satisfaction. A customer would be satisfied if their fridge has been repaired so well and it’s working and if it’s not repaired well, then the customer would be so dissatisfied with the service. Any customer who is dissatisfied with the service will then tell other of their unhappiness of the service and then they would go and tell others and this will result in the business to make low income.
Customer satisfaction includes products and services that are made available as well as what goes into manufacturing process. Therefore, customer satisfaction is so important part of quality management. This is the reason why any business would work hard in order to make sure that their products they offer are of high quality, maintain that level and also make changes where necessary. Managers and teams would work so hard to learn new processes and new techniques.

IV. WAYS WHICH HELP TO ACHIEVE CUSTOMER TRUST.

    Each and every business should make sure that they build a trustworthy relationship with their clients so that the business can succeed and grow. Trust is something that is so important and businesses should strive to build it because with trust, the business will have customers for life. Buildings this trust is not easy and it involves a lot of work to achieve.
By understanding what you customers actually want, you can build relationships that are memorable and set you apart from the competition. Focus on understanding each of your customers on an individual level and find out what really makes them tick, tap into what your customers want and find out why they like doing business with you. The following is what a business should do in order to achieve trust:

Don’t promise anything you can’t deliver.
Some sales professionals find it very difficult to say no to the customer about anything. Telling the customer that a certain solution with specific features and benefits will be delivered by a specific deadline, when you know you can’t deliver, is a recipe for disaster.
Always Say “Thank You” – Kindness and Gratitude will Take You Far
Always say “Thank you.” As many as 3 out of 4 customers say they have spent more with a company because of a history of positive experiences. Kindness and gratitude for a customer’s business is an undeniable way to further enchant them for the long term.
Craft every thank you sent out from your company to be specific to the customer, relevancy is key. Be as appreciative as possible to your customers for taking the time to go through the process of resolving their issue. Finally, follow up with a good old fashioned “Thank you.”
Be Transparent – Honesty is Crucial When it comes to Mistakes
Being transparent in the digital age is a must. Much like the principles discussed above, transparency is a critical factor in building trust, satisfaction, and love from your customers. What does it mean to be transparent?

· Transparency means that you are not afraid of feedback.
· Transparency means that you have nothing to hide.
· Transparency means your employees’ personal and work persona blur.
· Transparency means you like to have conversations with your customers.
Transparency is another competency that should come naturally. Yet so many businesses have trouble coming to terms with what it really means.
Customers and clients are smart. They know when you’re being up front or when they are told a mistruth. If honesty is the best policy, they’ll appreciate and admire you more when you admit to a mistake, rather than playing games or even worse, avoiding the topic altogether.
Don’t try to hide or cover up your errors. Address the issue directly, explain how you will handle it and share what steps are being taken to prevent the errors from occurring in the future.
When you do wrong, make it right
Resolving customer complaints is the best way to build customer loyalty. By handling complaints in a professional manner, you earn the opportunity to fix the problem and regain customer trust. In doing so, you engage your customer on an emotional level. Providing you resolve the problem, you customer now has a very unique experience with you, and you have shown first hand your willingness to recognize the problem and go out your way to ensure it is fixed and won’t happen again. Customers love this.
v. WHAT IS MEANT BY CRM AND THE TYPE OF INFORMATION IT INCLUDES.
CRM is the abbreviation for customer relationship management. Customer relationship management (CRM) is a term that refers to practices, strategies and technologies that companies use to manage and analyze customer interactions and data throughout the customer lifecycle, with the goal of improving business relationships with customers, assisting in customer retention and driving sales growth. CRM systems are designed to compile information on customers across different channels or points of contact between the customer and the company which could include the company's website, telephone, live chat, direct mail, marketing materials and social media. CRM systems can also give customer-facing staff detailed information on customers' personal information, purchase history, buying preferences and concerns. In addition, the information tracked in a CRM includes contacts, clients, contract wins and sales leads and more.CRM systems can also give customer-facing staff detailed information on customers' personal information, purchase history, buying preferences and concerns
Customer Information
Anything relative to a customer is valuable in a CRM system, including personal customer information and demographic data. Notes and attachments can capture the details of a service call, customer support needs or warranty information. In this way, the CRM data replaces a paper file as a means of tracking each interaction with a customer. When features such as attachments are included in a CRM system, valuable documents become easily available for review. For example, if a customer is in proposal or contract negotiations, each revision can accompany the customer record for quick review, markup and electronic sharing.
Employee Information
The CRM system can store vital data, such as employee and commission information, for your internal sales force. Thus CRM also becomes a useful tool for assigning tasks, checking progress and monitoring sales goals and records internally. This feature gives the sales management team a way to monitor activity and allows individual sales representatives to compare their productivity against peers in real time.
Contract Information
When used to manage prospects, the customer relationship management system is invaluable for scheduling follow-up visits to potential customers who are currently under contract with another vendor. Through cold calling efforts, a sales representative may collect and record contract expiration dates and schedule future calls or visits accordingly within the CRM. In this way, she can avoid overlooking possible sales opportunities.
Purchasing Information
Because of the elaborate records the CRM system keeps on customers and their purchasing habits, many businesses incorporate them into their marketing plans. Reports generated to reveal buying trends focus marketing efforts by pairing customers with the most beneficial products. This information can save time for marketing and advertising departments, especially during blitz or holiday seasons

VI. A CUSTOMER SATISFACTION SURVEY

	[bookmark: _GoBack]Customer satisfaction survey[image: http://www.logocart.com/samples/BCI%20Logo.jpg]
As part of our work towards ensuring that our customer’s complet6e satisfaction, we invite you to take part in our customer satisfaction survey. We would like to thank you for using our products and hope you will be confident to answer the survey.
First name: Chipilu
Last name: Ndafikumbwa
For how long have been using our products?
      Less than a month       1-12 months        1-   3years      over 3years      Never used
How often do you use our product?
     Once week       2 or 3times a month      Once a month     Less than once a month
How satisfied are you with the products/ services?
       Very satisfied       Neutral       Unsatisfied       Very satisfied
What impressed you most about the product/ service?
    Quality   Price      Shopping Experience    Installation or First use Experience     Usability      Customer Service
What disappointed you most about the product/service?
   Quality    Price    Shopping Experience    Installation or First Use Experience   Usability        Customer service




What do you like about the product/service
 (
It smells really bad
)




What do you dislike about the product/ service
 (
Your product Peals my skin
)




Compared to similar products offered by other companies, how do you consider our products?
 (
#
)   Much better    Somewhat better    About the same   Somewhat Worse      Much Worse
        I Don’t know
Would you use our product /service in the future?
     Definitely       Probably      Not Sure      Probably Not      Definitely Not
Would you recommend our product/service to other people?
      Definitely      Probable       Not Sure      Probably Not       Definitely Not

KEY
         SELECTED ANSWERS
          NOT SELECTED ANSWERS

	

	



VI. REVIEWED SUCCESS OF THE SURVEY.
 -To start with, the company should do more so that its customers get satisfied with the product offered by the company
 -The price is received so well by the customers.
-The customer service is so disappointing. Therefore, more should be done e.g. training staff on how to treat customers or employ professionals.
-The research and development should make sure that the product has a nice smell which will attract the customers
-Also make a product which is skin friendly
-The company should do more so that its products and services can be better and unique than those from other companies so that more customers can buy the product. In addition, make the product so attractive so that customers can use it even in the future and also be recommended to other people.

CASE STUDY
1. It is so important for the managers at Clifton Leisure centre should classify the centre’s user’s information because this type of information can help tsem in two very important ways. First, it can help them make changes to the gym setup and purchase the specific type of equipments needed to suit the age group, occupation and to match your customer's needs. Second, this information can also tell them on how to reach their customers either through advertising, promotions, etc.
2. A good knowledge of the customers will enable the gym managers to develop marketing strategies that target their specific needs and increase the income. This customer data will also help to deliver more personalized gym experience and make the customers happy with the gym’s high level of service and win their loyalty.
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