
Level 4 Assessment 8
Importance Of Customers Feedback

Q1 (A,B,C,D,E,F) Give short answers to the following

1. [bookmark: _GoBack]What is the importance of customer feedback for the success of an organisation
Customer feedback gives a company the chance to see what people are thinking. We want customers to be happy and have a duty to listen to them and improve things within our business, if it benefits them. If we didn’t listen or improve things, then its very likely that we would lose customers and in turn would effect profits.

1. Why is it important to know about customers needs
If we know customer needs, we can ensure customer loyalty and satisfaction. 
When we have this knowledge, we can use it to persuade potential and existing customers, that buying from us is n their best interests.

1. What are the barriers that prevent an organisation from understanding customers point of view
Failure to resolve a complaint at first point of contact
Treating new customers differently to existing customers
Not using customer feedback to drive improvements
Inability to connect the dots
Restricting the channel that customers can use to make contact

1. What is a customer care balance sheet and what type of info does it contain
This will tell an organisation how much money it is losing from customers who do and don’t complain and are not satisfied with the way their complaints are handled. 
Total sales lost + years loyalty = annual sales lost

1. What is a pilot scheme
A pilot scheme is used to test out an idea before deciding whether to use it on a much larger scale. This enables unforeseen negative impacts to be limited to a smaller group. 




1. Who are mystery shoppers
Mystery shoppers are like undercover customers, who get paid a small fee for going into shops and collecting data/information about the business and its employees. 
They will mark you on the cleanliness of the shop, if they were approached by a staff member, the quality of customer service offered.
Many well known shop brands use them, to basically spy on their employees, to see how they are running the business and if there are any problems. If problems do arise then staff may need more training and support to improve on their customer service skills.

Q2 Discuss different methods of quantitative and qualitative research that are used for getting customers feedback

Quantitative research is expressed in numbers and graphs. It is used to test or confirm theories and assumptions. This type of research can be used to establish generalizable facts about a topic. Surveys, experimental research and content analysis are ways of getting of getting information. 
Qualitative research is expressed in words. It is used to understand concepts, thoughts or experiences. This type of research enables you to gather in-depth insights on topics that are not well understood. Interviews, ethnography and discourse analysis are ways to gather this information.

