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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. 
	
Define customer expectations 

Customers expectations differ a lot, as every customer wants or desires something different. Interacting to the customer is the main key to find out what is expected. Customers expectations change regularly so interaction and asking what the customer does expect from the businesses is important. This can then be changed or updated for the customers needs. Surveys or questionnaires are a brilliant way to find out the customers expectations, offering a prize is a great way to attract the customer to complete this task. Expectation is required in customer service even if the client has not mentioned this. This basic requirement is needed to fulfil in the product to satisfy the most basic customer expectation. If this is not present there is a high chance the customer will not try the product and be highly dissatisfied. Confirming the customers needs is a good practise to meet the customers expectation.  ​
 ​
What are the different techniques used for gathering information from customers? ​
Talking to the customer to find out the customers expectations and needs is a great way or gathering information needed. Surveys and questionnaires are another method used to gather what is required. There are three techniques to be used to gather information out of a customer these are Listening to what the customer wants and remembering or writing down the important points/features. This creates the product that will satisfy the customer. Opening questions are more like questions of reasons like  what,how,why and when, by choosing the right questions the customer can explain his own opinion or reason for their answer. Probing questions these can be asked when more information is needed to find out what the customer needs. These questions are usually long, detailed answers which provide the vital details about the customer. Closed questions are simple yes or no answers. By using these three techniques it makes a friendly, approachable sale. Confirming the customers needs is very important , once you have asked the customer questions and are working on what the customers needs are, this is an ideal time to confirm what the customer is thinking about their needs and expectations to ensure this is exactly what they want in the product being sold, in the slight chance of a misunderstanding then this communication is key to get the customers needs worked out. Understanding the customers personality is vital so you can adapt accordingly to the customer allowing you to gather the information needed. categorising Time (relaxed/rushed), TIME (young/old/male/female), TONE(hurried/talkative/confident) and TALK (Serious/quite/cheerful) is a great way of understanding the customers behaviour and needs.  ​
 ​
Discuss customer behaviour classification based on time, type, talk and tone.  ​
This is used to understand the customers behaviour and needs. It is grouped to use match characteristics and a certain technique to handle the type of customer you are dealing with. ​
 ​
Talk ​
 Pick up on customers characteristics, if the customer is in a good mood and enjoys the shopping experience this indicates the customer is relaxed.  You can match the customer service technique by being welcoming, make them feel comfortable and give them friendly advice but not forceful. If the customer is rushed then it is best to approach with quick choices, not too many options, try to hurry the payment or billing procedure. Be helpful and understanding but work efficiently.   ​
 ​
Type ​
Men, women, young or old shoppers have different needs and characteristics. ​
Men usually know the exact product they want and would like to get the job done fast. The customer service technique here would be to welcome him, be available for advice but do not following him or offer him unnecessary advice, help them find the product they are looking for. ​
 ​
Young shoppers usually have a low budget. You can use techniques such as telling the best bargain deals, do not be forceful or offer unnecessary advice and help with the billing process ​
Women usually like to try different products as they are unsure on what product to buy, they like to talk and take their time to make decisions. Techniques to be used are welcome the customer, offer assistance but don’t follow them, give them plenty of choice related to their needs and help with the billing process. ​
Older shopper generally needs a lot of assistance they like to compare prices and need to be guided about the product they want; they also require help with the billing process. The techniques used would be the welcome the customer, be friendly. Help them find what they want and give them many options. Give them direction but not unnecessary advice. Help with the billing process.  ​
Customers needs can also be predicted by the way they talk or the tone of voice. For example, if a customer is cheerful and talkative, they will be showing characteristics like they are not completely sure what they want, they would like many options to choose from, they ask for assistance, they compare different products before the make a final decision, they like taking risks and they window shop for fun. The technique to handle these customers are welcome them, provide them with assistance and help them locate the product they are looking for, give them many options, don’t offer unnecessary advice and let them take their time, help with the billing process.  ​
Tone in a customers voice can help you find what the customer's needs are or the type of product she is looking for. An example would be a happy tone in a customer would indicate that the customer is happy to have found the product they want. But an angry tone would indicate the customer is not happy with the efficiency of service.  ​
After being with the customer finding out their needs you should alter the tone of your voice accordingly to help the customer get what they want. For example, if the customer is worried then our voice should be reassuring. If the customer tone is hurried then your tone should be calm and quick. ​
You will get different characteristics for example a young man, alone and in a hurry so you need to be able to group time, type talk and tone techniques together to create the best customer service.  ​
Case Study What did Mr Gavin Want? ​
Mr Gavin is elderly so required a lot more assistance and guidance to settle his nerves. He likes to be informed of the requirements. ​
How well did the airline staff satisfy Mr Gavins Needs? ​
I believe the satisfied Mr Gavins needs very well they understood his situation and behaved accordingly. The first interaction he has at the check in desk the clerk picks up on his nervousness so explains in detail about the ticket, luggage receipt and boarding card, by giving this information in a calm caring manor it will help settle Mr Gavins nerves and lets him know what to expect. He also offers to arrange for someone to assist Mr Gavin to the check in gate. The crew member settled Mr Gavin in and explained the process of what would happen, this gives Mr Gavin the information he needs. The staff seem approachable and happy. I believed they have fulfilled Mr Gavins expectation by having the right attitude, knowledge and correct skills ​
Is there anything else that you think that the airline staff should have done for Mr Gavin? ​
They could have cut his wait time of 15 minutes. At the checking in desk Mr Gavin may not have needed so much information on the ticket, luggage receipt etc. They could have asked him some questions to see if he had any further needs or expectations.  
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