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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:
Understanding Your Customers (Assignment 2)
1I) Define customer expectations
Customer expectations is what and how a customer would like the product/service you are offering to be provided, such as what they will receive from making the purchase of that product/service this could be online help, customer services, high quality etc. The benefits that the customer would expect you to provide for the customer would be their own expectations.
1II) Outline some basic expectations that customers have about most businesses
Basic expectations that customers would have, would be having the product quality to a specific standard so it meets what they would like and be comparable to other competition in that certain field, being able to afford the product/service on offer while providing good quality. Proving the service where the customer can complete the purchase fast and efficiently, so they are not wasting too much of their own time on completing the order. 
1III) What are the different techniques used for gathering information from customers?
There are 3 different techniques used to finding out information, the first being open questions such as what type of material would you like it to be? this would allow the customer to provide us his own opinion on this or the reason why he would like it to be this way. The second being closed questions where you would like the answers to be a straight forward yes or no such as have you received your service/product. The Third would be probing questions this would be used when we would like to find out more about the customer and his needs, such as tell me more about what sort of service you are after.
2) Discuss the benefits of meeting customer expectations.
- Sales would improve as customers would be happy with the product/service that is on offer and make further purchases due to it meeting the needs and expectations that they wished for. this would help the company grow.
- Reputation of a business would grow as customers will be satisfied with what is on offer and boast about it to others and leave reviews that would have a good feedback on your company. The company name would have a good standing via social media streams as when protentional customers are looking for information they would find great feedback.
- Profits would increase as the reputation and sales of the product/service would be bringing in more customers for the company which would generate more sales and loyal customers, the more sales the more profit. 
- The company would benefit from having loyal clients who stick to the company brand and have a much larger customer base for the product/service that you are providing as loyal customers would bring in more customers by pricing you with free advertising to people that they know who may benefit from those services. 
3) Discuss different customer personality types.
The Judge - this is a type of customer who does not believe anything that you say, they would have searched up the product/service on offer via the internet/magazine/newspapers/reviews to find facts which they can relate to and decide if it meets their own needs and if it is suitable for them.
The Bargain Hunter – this is a type of customer who will always look for the best offer that they can find as long as it meets their own requirements and the funds that they have available to spend on the product/service. They will seek deals via online methods such as vouchers codes, outlets, vouchers found in newspapers so they can save some money.
The Child – these are young customers who will believe anything that you say, it will fascinate them as they don’t have much experience and would be happy with what you have to offer, most cases they will be taken advantage of as they do not know much about the product/service and are very easy to sell to. 
The Adult – this is the type of customer that knows what they want exactly and the product/service that they are looking for. They will not spend time listening to many things you have to offer or look for any bargains as they want it to be quick and simple for them to complete the purchase. 
The Negotiator- a customer who will always negotiate to get the best price or deal that they can get, they will do everything necessary to save money and find the best price. These customers are time consuming as they do not give up at trying to get the best deal.


4) ‘One of the best ways of identifying customers’ needs is through questions. Discuss.  
By asking different questions to customers you can find out what the customer is exactly after and what they would like the product/service to offer. You can use different techniques in narrowing down the relevant information making it easier for you to find the customers expectations, you must get into the customer’s mind to be able to see what they are looking for to see what will make you stand out of the competition this is done by looking into the information that is gathered form these questions. Not all customers can find it easy to explain what they want so asking many questions can help you pick out the relevant important information that will help you understand the needs Such as asking them to go into detail of what they like, what they enjoy, what features would make thing easy for them, quality of product, materials they like, these questions would help you create an image of what they are seeking and help you decide what is needed and not needed. 
5) Discuss customer behaviour classifications based on time, type, talk and tone.
Time would be categorised into the customer either being relaxed or rushed.
· A relaxed customer would be in a good mood and enjoy shopping, you would provide these customers with more product variety and would just discuss them and not try to force them to purchase as they enjoy being able to choose and take their own time.  
· A rushed customer would be in a hurry and want to complete the whole shopping experience as fast as possible, they will be happy with any product as long as it does what they need it to do. You would only have to give them quick choices and locate the exact product they require and complete the purchase as fast as possible. 
Type would be categorised into Male/Female and Old/Young.
· Males know what they are looking for and want to complete the purchase as fast as possible however Females take their time as they want to try different products/services and don’t really know what they are after exactly. The decision masking process take up a lot of time as they are undecisive.
· Older shoppers require a lot of assistance as they need the product/service to be explained to them thoroughly and guided to what they require, in comparison to young shoppers who look for good deals and bargains as they are usually on a low budget, so when selling to young shoppers you can just give advice and provide the best deals you have, and when selling to older shoppers you must provide many options and good clear advice on the products/services on offer. 
Talk would be categorised as cheerful and talkative or serious and quiet.
· Cheerful and talkative are usually customers who would like to know more about the offers as they are not clear on what type of product/service they are after, they are easy to discuss many options with and give them a variety of options to choose from. They require a lot of time to make the final decision as they compare many different products. 
· Serious and quiet are the type of customers who ask about advantages and disadvantages in certain elements of the product/service on offer, they know exactly what they require to be satisfied with the purchase and they make decisions after careful consideration. They do not like being offered bargains nor do they like to negotiate. You must answer all their questions and clear any concerns they have before having a successful purchase. 
A Customer’s tone can help find out what the customer’s needs are and what kind of product they are looking for, by analysing what sort of tone they have you can predict how to help them and what methods to take in completing the purchase. You would do this by altering your tone accordingly to what tone you have gauged and help the customer get what they require.
Case Study
1) What did Mr. Gavin want? 
Mr Gavin was a pensioner and was feeling nervous as it was his first ever flight and felt nervous so wanted to be reassured that the flight will be okay and have someone help him feel ease rather than carry on feeling nervous throughout the flight. Also as being a pensioner, he required help in the whole flight process and getting on board. 
2) How well did the airline staff satisfy Mr. Gavin’s need? 
I believe they did satisfy his needs very well but to an extent, they gave him the information he needed in regards to the flight ticket and receipt and boarding pass as elderly people need guidance and the staff did provide this and helped in the process of him boarding the plane and getting all information in regards to his flights and seat and help if it is needed.
3) Is there anything else that you think that the airline staff should have done for Mr. Gavin?
The airline staff should have asked what Mr Gavin was nervous about to see if he needed further help and ask question to him to find out what it is he required before jumping to conclusion that he needed information for his ticket etc. they should have took a little more time in finding his personal requirements, he may have only needed to be reassured that the flight is very safe and that he is in good hands, but also the way they explained and gave him information and helped him to his seat and explained the call button for help also showed him that they are their to help and explain.
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