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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. 
	Please insert your completed assignment (in word format) here:

Q.1. Short Questions:
i. Explain various techniques of assessing customer response.

· Home customer survey – this includes email surveys, mailed surveys, phone or take-home surveys attached to customers receipts. Most of the times it’s requests of information about their latest interaction with business.
· Customer service questionnaire – these are brief surveys that customers take when they approach a customer service employee with an issue.
· Customer Suggestions – often these are helpful suggestions of ways businesses to improve their services.

ii. Discuss the role and function of policies and procedures in meeting customer requirements.

Businesses by implementing customer policies and procedures laying foundation to successful customer support. Policies and procedures are meant to give business a clear path to excellent customer service. These must include guidelines how to deal with an issue, how to provide great customer service to leave customer happy and to become loyal.

iii. What is the role of quality management in meeting customer needs?

Customer service policies should be tailored to the needs of the customers. There should be system to record complaints, issues and comments so company could better understand what customers expect or what issues arise, for it to improve and avoid problems in the future. Like that keeping customer happy.


iv. “A happy customer is a reliable customer’, and a reliable customer means profit” keeping
in view the statement, point out the ways which help to achieve customers’ trust.

· Go above and beyond expectations
· Ask customers what they think about your customer service
· Have in place refund/reimbursement policy
· Guidelines of problem solving
· Clear customer service procedures
· Know customers’ needs

v. What is meant by CRM? Which type of information does it include?

CRM – customer relationship management. It describes a business-wide strategy including customer interface departments. Standard CRM database includes:
· Company & Contact Management
· Lead & Activity Management
· Opportunity Management
· Charting & Reporting
· Email Marketing & Mailing List Management
· Sales Forecasting
· Microsoft outlook Email Integration
· Note & Business Intelligence Management

Q.2. Design and complete a customer satisfaction survey.

Customer satisfaction survey about company’s receptionist:

1. Please choose city where you stayed: 
· London, 
· Birmingham, 
· Edinburg, 
· Manchester 
2. How was your stay:
· Very dissatisfied
· Dissatisfied
· Neutral
· Satisfied
· Very satisfied
3. In scale 1-10 how you would evaluate reception service on your arrival?
4. In scale 1-10 how you would evaluate receptionist appearance?
5. In scale 1-10 how you would evaluate restaurant/bar service?
6. In scale 1-10 how you would evaluate housekeeping service in your residence?
7. Would you recommend our services? If not, please state where we need improve
8. Would you use our services again? If not, please state where we need improve

Case Study 
Managers at Clifton leisure centre want to attract more customers. They have improved
the Gym facilities with updated equipment. They have also hired a new trained fitness instructor. One of the managers argues that before starting on their marketing campaign they should collect some information about their target customer which includes; the age range and occupation.

1. How important it is for them to classify the centre’s users?
It is important to classify centre’s users because like that you can plan what fitness classes may be needed, and at what times they would be coming (working, school). As well to arrange areas for children or elderly. 

2. Explain why this sort of data is helpful?

If managers will gather this kind of information, gym would be more customer oriented, they could stand out from others with their specific services or activities for different groups of customers.
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