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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 the term serial complainers

Serial complainer is someone who always finds something to complain about while doing business with the organization. It can be a complain about customer service or the product brought. The are different to deal with and no organization would wish to have a serial complainer. The usually will return a product and complain that it didn’t meet their standard that they expected. The could complain that the product sold was over priced, the product features were not good enough or any reason they come up with. A serial complainer has a habit of constantly calling the customer service centre complaining about the product they have brought or demanding help. They have a negative impact on staff and the organization. They lower staff confidence levels as they get annoyed handling the problems with the same customer over and over again. A serial complainer can cost the organization a lot of money trying to resolve the complaints.​
​
Discuss the main attributes of unprofitable customers​
Customers who are unprofitable for a business loose the company money, this obviously has a negative impact on the organization. Much time is spent gathering information, data and time is spent in the company discussing what to do with these unprofitable customers. If the company decides that they need to let this customer go it allows that customer to go straight to a competitor. It also can lead to negative feedback or reviews for the company for the customer can complain they did not receive a good service or for how they have been treated. They could say the company does not value its customers and the company could be portrayed in a negative way. Profitable customers could hear of this and decide not to do business with the company anymore. A strategy to get rid of unprofitable customers can cause internal destabilization in the organization and could make the employees question senior management tactics.​
​
Discuss in detail the different strategies for converting unprofitable customers into profitable ​
​
Developing a strategy for continuing business with these customers is a way to earn profit for the company and maybe earn profit, making these customers profitable, A second strategy or a change in marketing and promotional strategy can be useful. For example buy one get one free offer, this is a good bargain and yet still ear profit as compared to direct discount. The change in strategy would force the customer to change their behaviour which is now a profitable customer, or it can make them leave the company which again is beneficial to the company. ​
​
Qualitative Analysis​
This is when the company gathers information on the customers purchases, they can easily find out who their unprofitable customers are and take quick decisions about them. These unprofitable customers cost the organization money and are usually identified by the following behaviour, buy products only when they are put on sale. The products put on sale usually earn the company very little profit or sometimes no profit. Unprofitable customers take advantage or this opportunity and purchase the goods when there on sale. ​
​
Evaluating the customer by gathering customer data. This data could be about their age, gender,region,purchases etc. Finding out this sort of information is vital for finding out about customer behaviour. These groups can be formed based on the information from this data and a strategy formed from this data based on the different groups can be created to see who are the profitable customers or unprofitable. Who the company want to try and target as an audience. This can also improve customer service. Once in groups the company can study further and analyse to find out who is profitable and who is unprofitable. This is decided on factors like payment method used, value or items purchased and time taken to complete payment. After analysing who the profitable customers are and who are the unprofitable customers the organization need to decide who to continue business with. It is a different decision about retaining unprofitable customers, calculations have to be done and the cost of retaining the customer and providing him a service or the cost of giving the customer to competitors to make an informed decision. Many customers become an asset to the company so before letting the customer go so the decision needs to be with management if this would be the result in the competitors get them. Many company’s keep the unprofitable customers just to keep them away from other competitors. ​
​
Special offers are another use of the creation of groups, this targets specific group or segment. Whenever an organization launches a new product it needs to take into account how long it will take for its target audience to become profitable. The strategy needs to be in place to keep customers interested for as long as it takes for the customer to become profitable, if they leave the promotion too soon it could lead to an unprofitable customer. The time period needs to be analzyed by the current situation and the customers behaviours. It is extremely important to gather information before launching the scheme. This helps quality or products, improvement in services and would facilate better communication and relationship between the customer and the company. The company group there customers into different segments​
The target new customers, to retain existing customers, to provide better service and t reduce risks of losing customers to competitions.  It is important to make different strategies for targeting different segments of customers depending on their behaviour. Different segments have completely different behaviours, therefore each strategy must be unique and should be perfect for the segment it has been designed for. It is also decide how the organization will communicate with the customer and how it will promote its services. ​



















Student Statement:

By submitting this assignment, I confirm that this is my own work.



	Student Signature
	R.stevenson
	Date
	23.04.2019




For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	













image1.png
ﬁ
o R




