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1) Define customer expectations
Customer expectations are what the customer expects to be getting in return for their money for their money upon purchase, however these are not limited to just expectations on the product. They relate to everything surrounding the product, from the level of service and knowledge of the staff, to having the correct stock levels to sell the product immediately. As they change frequently, there is a need to stay on top of what is expected by the customer/client, and how this is done will be answered further in question 2.

2) What are the different techniques used for gathering information from customers?
The most common way of gathering information from customers is simply asking questions. This can be further split three ways; Open Questions, Closed Questions, and Probing Questions. 
· Open Questions are where you give the customer the opportunity to state what they want/expect in their own words. 
· As Closed Questions are not too descriptive, they usually will receive only one-word answers, like yes or no for example.
· Probing Questions are in a way similar to open questions but go to a deeper level, often to obtain more information. These questions can help you understand what the customer/client is expecting, even if they’re not too sure themselves.

3) Discuss the customer classifications based on time, type, talk and tone.

The classifications that the question relates to are ways that customers can be grouped when considering both their behaviours, and requirements. Once this has been assessed, you are able to adjust your sales pitch or patter. To summarise:
· To assess time, you would consider how much time the client/customer has to make the purchase – do they appear relaxed and able to take their time, or do they seem rushed? Should you spend time with them to gauge their requirements, or should you aide a quick sale?
· The type of person you’re selling to should reflect in your sales pitch. Consider – are they elderly or young, are they male or female? The answers to these will determine your pater.
· You can also categorise customers on how they talk – are they talkative and engaging, or are they quiet and serious? From this you can assume whether to provide assistance and a number of options, or get straight to the point giving your best match to their requirements.
· Tone breaks down how the customer sounds to you – were they shocked at the price, are they challenging you on the price, or do they sound happy that the found the product they wanted?

Case Study 1) – What did Mr. Gavin want?
As Mr. Gavin did not explicitly explain what he wanted, you need to look at his Time, Type, Talk, and his Tone. He appeared nervous to the check-in staff so you would assume that he felt he did not have much time and therefore would have appeared rushed. As a pensioner, Mr. Gavin is an elderly customer and will have required some assistance, let alone the fact that this his first flight. As Mr. Gavin did not approach the staff himself, you would assume that he was quiet.
Having taken the above into account, you would assume that Mr. Gavin wanted assistance and direction from staff as he is elderly, nervous and quiet.

Case Study 2) – How well did the airline staff satisfy Mr. Gavin’s need?
Considering that as Mr. Gavin was apparently quiet, I believe that the member of staff that spotted Mr. Gavin looking nervous did a fairly good job. He helped reassure Mr. Gavin by explaining the check-in procedure and offered further assistance down the line. Although Mr. Gavin received further assistance on board the aircraft, there is no mention of a member of staff assisting him to the boarding gate from the check-in as mentioned by the check-in staff.

[bookmark: _GoBack]Case Study 3) – Is there anything else that you think that the airline staff should have done for Mr. Gavin
As previously mentioned in the above question, Mr. Gavin received good service from the airline staff. He was spotted looking nervous and was directed and helped by members of staff. However, there was no one to escort him from check-in to the boarding gate and I believe this would have eased the nerves that Mr. Gavin had – instead he was left waiting for 15 minutes.
Something that would have helped Mr. Gavin further would be someone after the flight assisting him disembarking the aircraft and directing him where to go to reclaim his luggage, and perhaps guide him through the process to ensure that he reached the next leg of his journey.
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