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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:

1. Give short answers for the following questions:

Who are unprofitable customers?

Unprofitable customers consume more resources than they pay for. They divert attention from a company’s profitable customers, and they create tension between the sales team, who is looking to generate revenue, and management, who is keeping an eye on profitability.

What is customer data base and how does it help organizations in improving their customer services?

A customer database is the collection of information that is gathered from each person. The database may include contact information, like the person’s name, address, phone number and email address. The benefits of a customer database is that it keeps vital information about the customer and helps the company determine what services they can offer the individual.

Who are profitable customers?

Customer profitability is the profit the company makes from serving a customer over a specific period of time, specifically the difference between revenues earned from and the costs associated with the customer relationship in a specific period.





Explain the term ‘serial complainers’

Serial complainers are a drain on resources. The effect that they have on call centre staff and service personnel, for example, can often outweigh the validity of their complaint. Always evaluate the financial cost of their continuing complaining. Take into consideration the cost of the time the CSR spends with a serial complainer, the cost of any reparation (the outcome) and the effect that it has on morale. The serial complainer is a customer that nobody wants. Most organisations are capable of identifying serial complainers, yet the data collection and dissemination is woefully little. It is happening in certain sectors with other undesirable segments,

Why organizations group their customers in different segments?

It is far easier to deal with a small number of segments rather than a very large number of individuals. Each individual customer’s profile will differ from another, however, certain characteristics will stand out that enable groups to be established. These groups we tend to call segments. The segments in evaluating a customer base take account of elements such as behavioural patterns, trends, expectations and purchasing need. From initial segmentation it is possible to drill down to sub-sections within a certain segment for specific corporate or marketing purposes. An organisation will target a particular segment.

Discuss the main attributes of unprofitable customers.

They take so much time and effort. They’ll circumvent your standard service structures, opting instead for direct calling managers or executives, which makes things even worse. Whether it’s the companies fault or not, their expectations are ridiculous and unattainable.

 Discuss in details the different strategies for converting unprofitable customers into profitable customers.

A change in marketing promotion strategy is required to change the unprofitable to the profitable customer. Stop using the discount strategy. Bundled selling is one of the wise skills. If you want to buy something at a lower price, you also need to buy another thing. “Buy one get one free” is also a better promotion strategy than direct discount. When companies change their promotion method, unprofitable customers will change their purchase behaviour or they may adapt themselves to the new policy and become profitable customers. Otherwise, they may leave the company, and the company will become more profitable without them. Another strategy is allowing customers to use a self-service system. Self-service can greatly reduce costs. If unprofitable customers switch to lower-cost channels they become profitable customers.
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