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Marketing and Customer Services

Answer the following Questions: (21)
1. What are the different types of market research techniques?
The marketing plan is a product of market research. A market research is a collection of information that provides an insight of a customer’s mind, to have an understanding what they want and finding out how they gather information and where they come from. 
All strategies, tactics and processes are included within this plan to create a strong customer base. It also highlights how to cope with recession, competition and increased trends in customer needs and requirements. 

The following six areas, the “6Ps” or “marketing mix”, provide a comprehensive framework for formulating an effective marketing plan:
· Product- This covers the combination of good and services that your business offers. This forms the main aspect of marketing. The product must answer to the demand of the customers in order to have high demand. 
· Place- The place of business is important as one has to have an accessible location to be easily exposed. 
· Price- The price of the product must suit to the item on sale, to make sure that it is suitable and matches with its value. Price influences the customers demand. 
· Promotion- It is important to engage in promotion strategy as a means of attracting customers for new products in the market. 
· People- One has to make sure that they have dedicated staff, the staffs contribute significantly in establishing a business and meeting goals of a company. 
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· Process- All business processes must always be aimed towards achieving goals for the business and to tune the minds of the workers to always win the clients favour.

The best way to formulate an outstanding marketing plan is to request feedback from your customers. Let them know that their feedback is important to the planning is their business. 
Some suggestions for this could be to come up with a list of strategies and tactics for effective marketing, to think like a customer, know your companies and make sure to recognize if the competition is relevant to the company. 

2. Explain the factors that affect buyer's behaviour.

It is important to know your customers, to know what their needs and requirements are and to plan your products, services accordingly.
Some of the important factors that influence personal buying behaviour are: 
· Personality 
Personality changes from time to time, place to place and person to person. It can greatly influence the buying behaviour of customers. It has different characteristics such as, dominance, aggressiveness, self-confidence etc which can be useful to determine the consumer behaviour for product or service.

· Age
          Age and lifecycle have potential impact on the consumer buying behaviour. It          is obvious that the consumers change the purchase of goods and services with the passage of time. Family lifecycle consists of different stages such young singles, married couples, unmarried couples etc which help marketers to develop appropriate products for each stage.
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· Personal Concept 
The occupation of a person has significant impact on his buying behavior. For example, a marketing manager of an organization will try to purchase business suits, whereas a low-level worker in the same organization will purchase rugged work clothes.

· Phycological Factors
There are four important psychological factors affecting the consumer buying behaviour. These are: perception, motivation, learning, beliefs and attitudes.

These are just a few of many different factors that are effective towards a buyer’s behaviour. Some other examples of important factors are: lifestyle, economic status, occupation, motivation, perception, attitudes, beliefs and self-esteem.  



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

Your job is to service customer needs and you can only do that if you know what your customers want and how to provide good service. 
Be a good listener and take the time to identify customer needs by asking questions and concentrating on what the customer is saying. Listen to their words, tone of voice, body language and how they feel. 

Identify and anticipate their needs. Customers dont buy products or services, they buy good feelings and solutions to their problems. Usually most customer needs tend to be more emotional rather than logical, so the more you know your customers, the more you can help and anticipate their needs.   
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Make customers feel important and feel appreciated. Treat them as an individual and always use their name and find a way to compliment them but be true to them and honest. It creates good feelings and trust as customers are sensitive and know whether you actually care for them or not, so thank them every time you get the chance. 
So overall, give more than is expected since the future to any company lies with keeping customers happy. Think of ways to elevate yourself above competition and treat customers well. 









Case Study (9)
Mobile phones produced by a large American company are not selling well, as they were. What information the company research to help it decide on its future? 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.

i) Prepare a marketing research plan for the above situation.
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Define a Problem or Opportunity
The most important part of a marketing plan is defining the problem. Defining a problem, you need to solve all depends on the information you need and how you get it. Developing questions will allow the problem or opportunity to be defined and what action is needed to take regarding an opportunity.

Develop a Marketing Research Plan
Once all potential problem/problems have been looked into and everything has been gone through that needs solving, it is ideal to then start a marketing plan.


This small example could be something of an idea that can be used:

Learn what other organization have done to help solve a problem or to seize an opportunity.

· Interview Prospects and Customers. 
· Makes a good feedback tactic.
· Use research created to help select the right people. 
· Make a survey 
· Run user tests
· On a website is a cost-effective approach that can provide insite and data on current and potential customers. 
· Analyse data and report findings
Once all information needed is gathered, analyse the data taken. 
Write a summery including the process followed, the results, conclusions and steps recommended, based on the results. 
Once research is complete, act by developing the marketing strategies and companies. Analyse data regular to keep up with future improvements. 
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There are many ways to develop a research marketing plan. Here are some ideas to include:
1. Articulate the research problem and objectives.
2. Develop the plan.
3. Collect data or information.
4. Analyse the data or information.
5. Use the finding information analysed to decide. 







Here is a small example below: 

Define the problem or opportunity

Design the research 

Design the data collection forms

Specify the sample

Collect the data

Analyse the data


Write the research report and present its findings
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ii) How important it is for them to classify the centre’s users?
It is very important for them because it helps to make decisions on what strategies and methods will help them promote their business as well as their products and services. 
One of the benefits of date classification is the security of critical data and some examples of these are public data, internal data and restricted data.
For them to know exactly what data needs to protection will help them to develop a plan. Data classification will provide them with a solid foundation for data security and help identify risky areas.  
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