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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:
Customer Relations
i. There are many ways in which you can assess customer response some of the best ways are customer surveys and customer questionnaires as this can capture the customer’s current thoughts and how to improve your service to them. 
ii. To use an old adage the customer is always right. Make sure to be a good listener, take the time to identify their needs, ask questions. Make the customer feel important and appreciated, treat them as individuals. Finally know how to apologise when things go wrong. 
iii. Quality management works both ways in a business for employees to recognize their target customers and for customer satisfaction in making sure in the case of physical products that they are durable, reliable and easy to use or in the case of services that employees are friendly, polite and honest.
iv. I totally agree with this statement as I can atone to it myself much like many other people around the globe. To point out ways in which one might gain customers’ trust depending on the product it would be something that is reliable and of good quality representative of its price. If for example it was a service I would want to know that the customer rep knew what they were talking about listened to my concerns and didn’t keep promises they can deliver.
v. CRM is customer relationship management and is widely used to assist a business in managing its customer relations. It usually involves some form of software to organize and automate a business’s processes mainly it’s sales activities but can also be used to log queries and complaints so they may be addressed in a timely manner. 
vi. The customer survey I have done is based on a customer survey I use in my current role. 
1. [bookmark: Dropdown1]Which company do you work for?  < (supposed to be a drop down box)]
2. [bookmark: Dropdown2]Which of these descriptions best describes the services we provided? 
3. How would you rate our performance in the delivering the service provided
1	2	3	4	5	6	7	8	9	10
      4.  How confident are you that your next experience will be good? 
Very 		Fairly		Not Very	Not at all
4. Please provide any thing you would change that would improve our services to our customersInsert comments here







vii. The success of a completed survey depends on how accurate the survey is completed. For example some customer may just rush through the survey blasé to get it completed. However some customer may take the time to input they thoughts and feelings accurately and provide some excellent feedback on how the business could improve its service. Finally it all depends on the survey itself if the survey create is not very good then the result are likely to be poor. 
Case Study
1. It is very important for Clifton Leisure to classify their target audience and ensure they are getting the most out of their marketing thus increasing memberships and increasing profits for the centre. 
2. This sort of data is vital for the centre again to identify its users and ensure it keeps marketing towards it users and drum up new sales. 
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