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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. 
	Explain various techniques for assessing customer response
Customer response assessment involves gathering information from customers and determining which suggestions can be implemented, based on the company´s interest. Business rely on customers information to improve their services by using surveys, questionnaires, and customers suggestion to gather information. 

Discuss the role and function of policies and procedures in meeting customer requirement 
Know who is the boss, you are in business to serve customers´ needs and you can only do that if you know what is your customer´s want. When you listen to them you will know what they want and how you provide good service.
Be a good listener, take the time to identify what their needs by asking them questions and focus on what they say, listen to their tone, observe their body language and know how they feel.
Identify and anticipate needs, the more you know your customer, the better you become at anticipating their needs, communicate regularly so that you are aware of problems or upcoming needs. 
Make customers feels important and appreciated. Treat them as individual.
Help customers understand your system. Take time to explain how your system works and they simplify transactions. 
Appreciate the power of yes - always looks for ways to help your customers.
Know how to apologize, when something goes wrong, find a way to apologize. Deal with the problems immediately and let them know what you have done. 
Give more than expected- Always keep your customer happy and feel satisfied.
What is the role of quantity management in meeting customers’ needs
Understanding customers’ needs and expectation – understanding the customer´s respective needs and balancing them with the customer´s needs will ensure a more complete approach to exceed customers’ expectations, a greater level of service and a better understanding of areas for improvement. 
Balance approach among customers and other stakeholders- customers are not the only parties who have a role or interest in the success of a business and its activities and achievement. Other interested parties who should be included are employees, suppliers, partners, the local community, government and regulators, all who form the collective group of stakeholders.
Communication those needs and expectation throughout the company- Both customers and stakeholders needs should be communicated throughout the company to ensure that all employees fully comprehend these expectations and requirement
Monitoring customers satisfaction and acting on results – customer satisfaction is imperative to any business, no matter how large or small, or what the industry may be. Both positive and negative feedback should be monitored carefully, and all results should be acted on to allow customers to know that the organization values their input. All feedback should be seen as a way to aid continuous improvement and should be addressed quickly and efficiently. 
A happy customer is a reliable customer and a reliable customer means profit. Keeping in view this statement, point out some ways, in which one might gain customers trust

Build trust- this is the way of relationship with your customer. You make sure you deliver or do what you promise them, this will enhance trust and reliability.
Create bond- the bond that you create with your customer and other organization help to keep the bond steady. Bond signifies that you have mutual goals and work together to achieve goals.
Empathize with others – is an emotional links that build trust between parties who are dealing with one another.
Encourage reciprocity – In order to get a lot more than something, you need to give something. If you keep in mind when dealing with clients, you are sure build strong-lasting relationship. 
What is meant by CRM? Which type of information does it include?
It is customer relationship management- It is a implemented models for managing a company´s relation with customer, clients and sales prospects.  

Information include: Company & Contact management, Lead & activity management, Opportunity Management, Darting & Reporting, E-mail marketing & mailing list, Sales Forecasting, Microsoft outlook email integration, Note & Business Intelligence Management. 

Design and complete a customer satisfaction survey?

                                               Customer Satisfaction Survey
   
Overall, how satisfied were you with your new (product)
Delighted -    Tick  
Satisfied
Very Satisfied 
Not at all satisfied





          














                       

How often do you typically use the product?
Once a year-
Daily- Tick
Weekly-
Once a month-
Do not use- 















Review the success of a completed survey 

From this completed survey it has shown that many customers were delighted and very satisfied with our new product, therefore we will continue to make sure we have increase supply of this new product.

How important is it for them to classify the centers users?
It is good to classify the centers users, so that you can know their interest and provide equipment’s that fit the target customer in that community e.g. occupation and age range.

Explain why these sort of data are helpful
It helps you not only to keep track of your customer but also how best you can market your business to them
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