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Assignment 1 – Introduction to Customer services

I. Discuss the importance of customer services in an organisation.

The importance of customer service in a organisation is critical as this would be the key factor of either retaining customers or even growing them within the business to become loyal customers. Good customer service is required in a company as this is a value-added feature with the product itself, the expectations for this needs to be fulfilled for the customer so they can become satisfied/happy with the overall service. If the customer ends up not being happy with the service then this could lead to losing their custom and potentially new business.

II. What is customer retention? How does it can benefit a business?

Customer retention means retaining(keeping) the existing customers are currently buying or carrying out their business with an organisation. This would involve making sure that the customers remain pleased and content and even attracting new customers for the organisation. Retaining customers can increase the profit being made in an organisation compared to bringing in new business as the cost of marketing and actively trying to attract new customers will be of higher cost for the organisation. If a customer is fulfilled in keeping their business they will turn in to loyal customers and recommend the organisation and its services which it provides to their families/friends and colleagues.



III. Outline the benefits of a customer focused service?

A organisation having a customer focused service is highly beneficial for the company as this would be keeping a strong focus on their customers satisfaction and keeping them happy. The benefits of keeping a customer happy would for example lead to more business and a longstanding customer with the company also having this type of customer where you have spent time building a strong relationship can differentiate yourself from the rest of the competition. Feedback from the customer is another benefit as the organisation can adapt to the consumers wants. More consumer satisfaction would also lead to less customer turnover and the results of this would effect the profits by increasing them as there would be less costs.

IV. What is customer loyalty? How would you depict a customer’s relationship with a business in terms of a loyalty ladder?

A loyal customer is for an example when the customer has many products and many alternatives to choose from but yet they continue to use your product because they like it and are satisfied. The customer could have the option of trying competitors products but they continue to use yours as its not just about the product itself, its abut the service and the reliability and trust which comes along with this transaction. A loyalty ladder is a measurement of the customers relationship directly with the business. This could be from the customer liking the product so much that they keep returning and buying it again without thinking of the option of buying elsewhere. You can also have customers who hate what they have purchased and who might believe that the service that they have had hasn’t met their requirements, this would lead to potentially negative reviews and a poor reputation.

V. Why It is said that “today’s customers are different from those of the past”.

Todays customers are different from the past because of the main contributing factor of technology, everything nowadays is done over technology like online shopping/market research and information finding to name a few. This all can affect the customers, as the use of technology consumers now know their rights in greater details compared to 10-20 years ago they can also now research the products in depth before trying anything new. This means that the customer is more vigilant now and wouldn’t necessarily get intrigued by a marketing scheme or offered from a organisation.

2. Define the following terms;
 a) Internal Customers
An internal customer is when you are a customer with in your own organisation and your colleagues are the ones who are servicing your requirements internally. This means that the employees are the ones who can rate the quality of the service being given to them from the company, an example of this would be if the employees are happy with the response time and action being taken and the overall world conditions then they are happy with the internal service they are receiving.

b) External Customers
An external customer is someone who is being serviced outside of the organisation itself (as in the customers who are buying the product) this service is called ‘customer service’. The organisation works hard to get the external customer to buy their products and should provide high services to make the customer happy.

Activity 
(4) Make a sample questionnaire to know customers’ feedback about the services of a hotel.
                          
HOTEL SURVEY
PLEASE TELL US IF WE HAVE MET YOUR EXPECTATIONS
😊                                    😐                                   ☹
Please circle one of the below answers from each question
Please add any comments if desired.


How was the overall service supplied from the hotel staff?
better than expected/as expected/less than expected

How did you find the staffs knowledge of the property and the facilities offered?
better than expected/as expected/less than expected

How was the cleanliness of your room?
better than expected/as expected/less than expected

How did you find the process of reserving your room with us?
better than expected/as expected/less than expected

How did you find the accuracy of reservation information while checking in?
better than expected/as expected/less than expected

How was the functioning of the TV and lights etc.?
better than expected/as expected/less than expected

The overall comfortability of the bed and furniture?
Better than expected/As expected/Less than expected


Reasonable price of the room?
Better than expected/As expected/Less than expected

Thank you for your time in completing this survey, your feed back is much appreciated and we will adapt to the results which we receive back from our customers.

Case Study (7) Rogers joined the NCA (an Insurance company) in 2003 as a Managing Director. The company has 55 branches in 16 cities across the country and has been in operations for the last 35 years. With 2.5 million loyal customers, this is the third largest company across the country. Rogers’ target is to attract 1 million new customers till the end of 2004. Rogers has increased the marketing budget from £2,000,000 to £5,000,000, and has replaced the marketing director. This increase in budget has affected some other schemes. i.e, customer loyalty card discounts.
 In early 2004 Customer satisfaction research highlighted that although customers were content; they rarely gave top mark scores. As an organisation striving for world-class performance, the NCA Group sought to give customers a truly exceptional experience that would keep them coming back time and time again. By the end of 2004, the company has been successful in attracting 0.5 million new customers but has exceeded the marketing budget of £5000, 000. With this 5% of their existing customers moved to their competitors where they found some lucrative deals. By the end of 2004 the company’s overall profit has dropped by 3% as compared to the previous years where as the company has been successful in attracting more customers this year. Keeping the above situation in mind answer the following questions:

1.Why the company has lost its existing customers?

The company have managed to lose some existing customers by not keeping them happy, this has happend by the increase in budget and effort being concentrated in to other areas of the business. So the company are not retaining the loyal customers by taking away their loyalty discount cards and not providing them with a excellent service these are the reasons why the company have lost their customers in this scenario.

2. Why the company has lost its profit instead of attracting 0.5 million new customers?

The company had managed to lose its profit by not retaining the loyal customers who were bringing in a healthy margin to the company, and spending too much money on trying to win new business with the marketing costs. The new customers would most likely be low margin customers as the company probably be offering special deals on some promotions to attract the new business though their marketing campaigns. So if you take in to account the money which is being spent on the marketing in trying to attract new business and losing loyal customers these are both big contributing factors of the reason for the loss of profit. 























Student Statement:

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



	Student Signature
	Elizabeth Dallimore
	Date
	10.07.19




For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	






[bookmark: _GoBack]




image1.png
ﬁ
o R




