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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. 
	

1: Customer service is important because it can make or break an organization. Good customer service can make a product or an organization stand out from its competitors. An organization with good customer service has satisfied customers. Satisfied customers will continually patronize the organization thus generating growth and helping it to dominate the market. Excellent customer service can be a source of publicity for an organization. A customer who has good customer service experience will tell others about it and may convince them to try the organization. Same is true of someone who has a bad customer service experience. He may spread the word and convince others not to try the organization. Word of mouth is a good form of advert. However, it has become more effective with social media. The condemnation or recommendation of a customer no longer gets to only his friends but to a lot of people. Hence, satisfied customers can become advocates of an organization. Good customer service also helps a company increase sales and save money. An organization with good customer service is more likely to have repeat customers who will remain loyal and continue to buy new products and services which in turn leads to more sales and profit. Poor customer service can however lead to the loss of customers to competitors and as such more money is spent to acquire new customers.
2: Knowing a customer’s needs helps an organization to focus their attention on providing those needs by adjusting their products and services to those needs. This in turn leads to customer satisfaction and loyalty and helps retain old customers while attracting new ones.
3:  From the ICM/TMI National Complaints Culture survey, despite the rise in complaints, only one in four employees feel qualified to deal with them. If an employee doesn’t have confidence in their ability to handle a complaint, it may affect the way they will handle such complaint. Training helps to boost the confidence of employees to tackle difficult situations. Customer service training increases customer satisfaction. Trained employees interact better with customers and increase their ability to resolve issues which increases customer satisfaction and leads to customer loyalty. Customer service training shows employees that the organization cares about their individual growth. This motivates the employees and makes them feel appreciated. As such they are willing to do their best and go out of their way to help the customer. This in turn boosts loyalty and increases sales. Customers tend to go where there is excellent service. A well trained staff is better able to deliver excellent customer service experience which helps to improve an organization’s reputation, retain its old customers, gain new ones and lead to greater sales in the long run.
[bookmark: _GoBack]4:  A loyalty scheme can lead to increased sales. For most loyalty schemes, customers have to accumulate points or make purchases up to a certain amount before they can be qualified for rewards. This entices customers to spend more in order to qualify for rewards. Loyalty schemes can also give an organization the chance to build long term relationships with its customers. According to business strategist F.P Reichheld, ”As a customer’s relationship with the company lengthens, profits rise”. Customers want to feel appreciated. When an organization rewards its customers for continuous patronage, the customers feel valued and appreciated and thus keep returning to make purchases. Customers today are presented with various choices when it comes to purchasing goods or services. A loyalty scheme helps an organization build its brand presence and stand out. On the other hand, loyalty schemes can be expensive. A loyalty scheme has to be maintained in order to keep customers interested. While loyalty schemes might attract customers, there is also the possibility of attracting undesirable customers. It can also lead to the attraction of hit and run customers, that is, customers who are loyal to the incentive but not to the supplier and who leave once the scheme ends. The redemption process of a reward might sometimes be too long for the customer. When such happens, it might push the customer to run to the competition where it might be hassle-free for him. 
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