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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. 
	Discuss the importance of customer service training for an organisation
Training and development is the key to a company having a very skilled and up to date staff. It is necessary to help the company make progress. Today’s organizations have fierce competition and have to step up their efforts to stay ahead of the completion. Companies are becoming more customers focused. But customers cannot receive quality services without the employees being trained in how to do their job and being motivated. Companies now realise the power of their workforce. It is only the employee and their way of doing work that help the organization differentiate itself from others and make progress. Managers know that to make the best potential of their employees they need to be trained to give their best performance. Training and development helps boost confidence of employees, tells them how to do their job efficiently and teaches them great techniques to deal with customers. Other than the technical staff, managers also need to attend training programs. Research shows that training programs boost leadership skills and promote co-operation and team work among employees. It helps with stress the importance of customer care and keeping the customer happy.
Discuss the role and function of policies and procedures in meeting customer requirements
Surveys are a brilliant way of finding out customer requirements. The results obtained from such surveys can help the company provide better services to customers. Surveys are short and do not contain detailed information. 
Training and develop methods
The company needs to make a decision to introduce a new training program; it needs to decide on what techniques should be used. Different people have different styles of learning and this should be kept in mind before deciding to try any specific training method. Things need to be considered when designing a training program such as the learning to take place, trainees preferred learning style, past experiences of training and development, time available for training, cost, work environment, degree of involvement required. 
The training should extend to management to get a strategy. It helps managers learn how to motivate and boost morale of employees, involvement of managers in all the activities in the company, clear understanding of objectives that are to achieved etc. Managers can make a difference in the company if they are committed to their job. To become a good manage they require training to manage their staff. By doing this it allows the company to create good customer service. 
For a company to be truly customer focus everyone should be involved in the activities and training provided. Knowledge about the company practices and strategies is important to help everyone do their job in the company. The customer support staff as well as their manager’s needs to be update about new products, features and other information, including rules and standards put in place by the organization.
Skills that need to be trained into customers include listening, questioning skills, assertive communication, dealing with difficult customers, written communication skills, team work, complaint handling, managing pressure and stress, problem solving in teams.
Customer focused attitudes 
If the company wants customer focused attitudes ten it needs to make a commitment to the cause as well i.e its vision should let the employees know what the organization wants to strive to make its customers happy.  
E-learning keeps the employee informed/updated and can even conduct training programs.
Team work is important, its the key to success. Empowerment and multi skill is necessary. Employees need to be encouraged to take important decisions about their work themselves. Employees should be encouraged to give feedback about the company’s process and practises, this allows the employee to feel comfortable or express that they are not in the work environment. 
Knowledge management
The company encourages their employee to improve their skills, gain more knowledge and also try keep themselves informed about their customers and their behaviours. Employees are expected to use this knowledge to help the company make progress.
Emotional intelligence
Companies should also introduce training programs to introduce EQ of its employees. EQ plays a role when employees are dealing with customers and give them an ability to predict what the customer wants by seeing their own service from the customers perspective. They have a deep range of feelings so know how to deal with customers accordingly. 

Design and complete a customer satisfaction survey
We would be grateful if you could spare a few minutes to complete this Customer Satisfaction Questionnaire to help us ensure that our standard of customer care exceeds expectations wherever possible
How do you rate our responsiveness in dealing with you?
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How do you rate our professionalism in dealing with you? 
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   TECHNICAL SUPPORT: If you received any technical support, how do you rate the technical competence of our engineers and their response time? 
How do you rate our products and services and did they meet your needs and expectations regarding quality and performance? 
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 How do you rate our delivery on time performance and our commitment to meet your delivery expectations? 



How do you rate the competitiveness of our products and do they represent best value for total cost of lifetime ownership? 
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How did we for fill your expectations? Yes No 
Why not: 
Would you use are services again? Yes No 
Why not: 
Would you recommend us to others? Yes No 
Why not: 

How would you improve our operation?


Case Study
How important it is for them to classify the centre users
It is very important to classify the centre users to make the most of the gym and higher profits. By targeting certain groups and ages it brings differences perhaps other gyms do not offer. It allows a bigger range or customers which means more profits. It also means finding out what customers want and expect, so by finding this out it can be put into a strategy and achieved. When staff have been trained and know what is what is means they are more relaxed and motivated. 
Explain why this sort of data is helpful
Collecting data in the form of survey, testing the waters is highly important to do before starting a market campaign. This research allows the gym to know what the best audience is to target, how to get as much custom as possible without spending a lot of money. It allows you to test the water so if the plan does not work it means you haven’t lost a lot of money and can come up with another plan. 
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