1.
1 Discuss the importance of customer services in an organisation.
Good customer service is extremely important for organizations that want to stay profitable. Attracting new customers is very expensive but retaining existing customers is much cheaper. Customer loyalty can be achieved with effective customer service. More customers mean more business and possibility of expansion in the near future.
2 What is customer retention? How does it can benefit a business?
Customer retention means retaining the existing customers that are doing business with an organization and keeping them happy and satisfied as well as attracting new customers to do business with the organization. 
3 Outline the benefits of a customer focused service?
The orientation of an organization toward serving its clients' needs. Having a customer focus is usually a strong contributor to the overall success of a business and involves ensuring that all aspects of the company put its customers' satisfaction first.
4 What is customer loyalty? How would you depict a customer’s relationship with a business in terms of a loyalty ladder?
Customer Loyalty
A customer who chooses your product when no better alternative is available is not a loyal customer. The quality of the product as well as good customer service helps make loyal customers. Customer loyalty can be explained as a situation in which the customer has many products and many alternatives but chooses your product because he likes it and is satisfied with it. He has the option to try something different but chooses the same product over and over because he likes it.
The Loyalty Ladder
Each organization has to deal with different kinds of customers. Some like the product they offer so much that they keep coming back to use it and don’t even consider the possibility of trying something else, these are the loyal customers. Whereas, there are others who use the product once and don’t like it much so they try others. Another type of customers are those who hate the product and start giving negative reviews.
5 It is said that “today’s customers are different from those of the past”. Why
Today’s world is very different from what it was some 10 to 20 years ago. Due to internet and technology, the world has become a globally connected. This technology has helped people in gaining more knowledge. Today’s consumers know their rights and know they can ask for their rights in case they are being violated. 
2. Define the following terms;                                                                                             
a) Internal Customers
internal customers are provided to the people working for the organization-the employees.  
b) External Customers  
The external customers is also known as customer service and is provided to people outside the organization.
Rogers joined the NCA (an Insurance company) in 2003 as a Managing Director. The company has 55 branches in 16 cities across the country and has been in operations for the last 35 years. With 2.5 million loyal customers, this is the third largest company across the country. Rogers’ target is to attract 1 million new customers till the end of 2004. Rogers has increased the marketing budget from £2,000,000 to £5,000,000, and has replaced the marketing director. This increase in budget has affected some other schemes .i.e, customer loyalty card discounts.  
In early 2004 Customer satisfaction research highlighted that although customers were content; they rarely gave top mark scores. As an organisation striving for world-class performance, the NCA Group sought to give customers a truly exceptional experience that would keep them coming back time and time again. By the end of 2004, the company has been successful in attracting 0.5 million new customers but has exceeded the marketing budget of £5000, 000. With this 5% of their existing customers moved to their competitors where they found some lucrative deals. By the end of 2004 the company’s overall profit has dropped by 3% as compared to the previous years where as the company has been successful in attracting more customers this year.

1. Why the company has lost its existing customers?
From my understanding the reason being they lost existing customers due to the mistake made by the New managing directors by exceeding the marketing budget and due to this the customer loyalty card discounts schemes have been affected  
2. Why the company has lost its profit instead of attracting 0.5 million new customers?
[bookmark: _GoBack]Because the customers found better lucrative deals with the competitors and due to this the company has lost customers then retain them which as an unfortunate results loss of profits.

