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Assessment 10
IMPORTANCE OF CUSTOMER FEEDBACK

1.  Give short answers for the following:


i. What is the importance of customers’ feedback for the success of an organisation? 

[image: See the source image]Customer feedback is important to any organisation, as it provides businesses with the knowledge, insight and up to date requirements of their customers.  Listening to their customer’s feedback will in turn retain existing custom and entice new.  

By gathering vital information from customers, it enables companies to look at their current procedures on their services and action/implement new procedures in the areas that are the weakest within the business.

A business can also look at individual requirements of their customers along with returning customers, where they are able to adapt their systems to suit and offer loyalty bonuses.


ii. Why it is important to know about customer’s needs?
[image: See the source image]
By knowing a customer’s needs and requirements a business can provide a service/product that suits their clients.  This in turn will provide a high level customer satisfaction and recommendations of the business.  Thus boosting annual turnover and company profits.  
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By not knowing your customer’s requirements, will send them running to the next leading competitor.

Honest customer research and analysis is what any business needs for it to compete in today’s market. It's vital to try to understand your market/industry and array of choices. If you walk a mile in your customer’s shoes, you'll know what they need and want.

An unhappy customer will not return to your business, and may result in giving the company a bad reputation, which no organisation wants.

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

Lack of communication skills, not having the ability to communicate to their customers, is a major downfall in most businesses and is a barrier that can be prevented with the right training.  

Lack of sufficient knowledge of the product/service, by discussing about something without knowledge of the subject the barriers of communication are bound to occur. In fact, there are many aftersales/aftercare who cannot explain the details on their product/service in a simple way or don’t have knowledge about it.  How can you excel?  How can you provide a high level of customer service to your clients if you don’t know how your product/service work?

Listening to what the customer has to say, understanding their needs and requirements.  Preconceptions within a company that, it’s always been done this way so why change it?  Maybe because the old way needs to change to suit the modern day customer.
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iv. What is customer care balance sheet? Which type of information does it contain?

A customer care balance sheet is a database of customers who have used the business, existing and those who have been lost, by those who have complained and not satisfied with how the complaint was handled and those who haven’t.  

Surveys can be sent to the existing customers of their experience of the product/service and is collated on the database with a view to see who will use the business again, which are one off purchases, recommendations and loyal customers. Sales lost from bad mouth/experience of a product/service and negative reviews

It is broken down into 2 elements sales lost and sales gained.  By analysing this data can action be taken to resolve the “lost custom” and gain their loyalty back?

Customer care involves putting systems in place to maximise your customers' satisfaction within a business.


v. What is pilot scheme?

Testing the waters with existing customers by collating customer feedback before rolling out a new procedure is vital to any business.  Listening to your customers is a key skill required and full evaluation of the new service before implementing to the whole of the business.

A pilot scheme of the system should then be run side by side by an existing system before implementing a new policy/procedure/system.  
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An employee may be asked to trial a new system for example, customer care database and run it along with the existing system.  Providing feedback and improving on the system where required before rolling out to other employees.

Never implement new procedures systems without first testing the water and piloting with the old system.  Listen to the customer.

A pilot scheme can also mean new product/service, asking customers to trial and review before, spending, marketing on something that may or may not work within your industry.


vi. Who are mystery shoppers?

Mystery shoppers are customers who review on behalf of the people, by companies and provide feedback and recommendations.
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For example a voucher will be supplied to a customer for a restaurant who will sample the food and provide a report/feedback so other consumers may read the review before trying.

Often seen as “snoopers or spies” they will provide feedback on the staff, the product, the service, the atmosphere etc...  
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2. Discuss different methods of quantitative and qualitative research that are used for getting customer’s feedback.

Quantitative

Quantitative are hard issues and facts for example, surveys, telephone calls & mystery shoppers.

It’s a way for an organisation of generating numerical data or data that can be transferred into usable statistics from customer’s feedback/opinion.  

The data obtained using quantitative methods are organised using tables, graphs, or figures that consolidate large numbers of data to show trends, relationships, or differences among variables. This fosters understanding to the readers or clients of the research investigation.

Quantitative uses measureable data to uncover patterns.

[image: See the source image]A form of quantitative is by telephone surveys to customers, lifestyle questions of products/service they use at the moment, can then be entered onto a database for review and analysis.  This will ensure the exact requirement is met for your customers and who to target the marketing at.  One of the disadvantages of this is most customers don’t want to talk over the phone and see it as “another sales pitch”.  
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Mystery shoppers is another example of quantitative, people who try a product/service under cover and review for other consumers to read before trying themselves.

Qualitative

Qualitative are soft issues and opinions, for example online forums, videos & face to face interviews.

[image: See the source image]Is exploratory research in order to gain understanding of underlying reasons, opinions & motivations?  It is used to uncover trends, thoughts and opinions and can provide further details into issues that need resolving.

Experiencing first hand as an observer, within the environment, tried and tested with customers.  Holding, for example, a taster session and face to face communication to gain the right information of what the customer’s thoughts are of the product/service.

The most common method used to generate data in qualitative research is an interview which may be structured, semi-structured or unstructured. Other ways to generate data include group discussions or focus groups, observations, reflective field notes, texts, pictures, and other materials.
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