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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. 
	

Q.A. 1

i. We can measure customer satisfaction in many ways but few have been proven to be the most successful. First of all is customer satisfaction survey which can be done by asking customer about his opinion on given service/product by questionary, feedback form, email or app. Customer satisfaction score is another way to get to know what kind of standard our company achived in eyes of a customer. Net promoter score allows our loyal customers to show on the scale their recommendation of our services to those who they know. Customer effort score allows us to know how much effort was put into solvind customer's issue and is another very important customer satisfaction aspect. In now days social media monitoring is another very important way of sharing informations of which business should be aware and apply measures such as alerts and mentions especially is business receives bad feedback. 

ii. In order to satisfy customers needs certain policies and procedures have to be followed. Policies are written codes of conduct that give employees guidelines to follow in various scenarios. Procedures are ways of doing a routine practice, such as finding the quickest way to resolve issues or the most efficient way to answer frequently asked questions. Both of them are required for business to be professional, know customer's needs, be patient with challenging customers and train and retrain business members when needed in order to be on top of their abilities. 

iii. Quality management is a key to understand customer's needs and expectations, balance approach between customers and other stakeholders as customers are not only the ones of which interest business is taking care of, communicating needs and expectations throughout the company and monitored customer satisfaction and act on the results. All of this lay in hands of quality management. 

iv. There are few successful and very simple strategies for obtaining customers trust and loyalty. Important is accessibility, we should be there for the customer giving our service, help and  support. Being available to your customers and allow them to interact with us is another pprtant staple on the way of creating trust. Having a reliable product is aspect without questioning, we should be able to provide product/service which meets or even exceeds our customer's expectations. People tend to buy on emotion, not logic so customer will appreciate our honesty and guidance which protects him from reckless choices. Being transparent means recognizing and being open about both your strengths and weaknesses, it is important that we show customer our continuous work  and improvement as well as awareness of that what  need to be changed. Bring value to client, letting him  to insert his important a  to us and maintain consistency of high quality service after completing transactions are another important ways of creating and keeping trust for our company. 

v. Customer Relationship Management hold database which allows us to keep track of our customers as well as market our business to their needs and expectations. CRM includes informations on: 
· company and contacts informations,
· lead and activity management, 
· opportunity management, 
· charting and reporting, 
· email marketing and mailing list management, 
· sales forecasting, 
· Microsoft Outlook email integration, 
· notes and business intelligence management. 

Q.A. 2 

Customer satisfaction survey example 

     Dear Guest of Blue Lagoon Beach Bungalow& Restaurant

    We would love to hear about your experience in Blue Lagoon! It will take only 1 minute and will give as an idea of what we can improve in order to make your next visit even more magical! 

What's the standard of Beach Bungalow? 
· Excellent
· Very good.
· Good. 
· Fair.
· Poor 
What's the quality of the buffet?
· Excellent
· Very good. 
· Good
· Fair
· Poor
 Is location of the Blue Lagoon convinient? 
· Excellent
· Very good
· Good
· Fair
· Poor 
What's the standard of entertainment?
· Excellent
· Very good
· Good
· Fair
· Poor 
What's the service at spa? 
· Excellent
· Very good
· Good
· Fair
· Poor 
Are you satisfied with your experience? 
· Yes, deffinetly worth of recommending!
· Yes, it was good experience. 
· Yes, although some things need improvement (mention facilities……..)
· No, I wasn't satisfied with given service. 
· No (why?...................) 


Study Case

1. It is extremely important for Clifton leisure center to classified their costumes in order to provide highest quality service at best price prepared to meet needs of they customers. According to age Clifton leisure center should schedule group fitness sessions mostly accessible for given age group and time this particular age group is active throughout the day. According to dominating occupation Clifton center can create accessible marketing plan, membership options and single/drop in sessions to endure flow of customer. Without those basic informations and without knowing ones target market is very challenging to create high quality service which will meet needs of customers. 
2. Data collection, processing and using in marketing is essential to understand perspective of our customers, find ourself in his shoes and find the best way to reach toward that particular client, group of target market, getting customer's trust and continuously providing him with new updates of product or service. It is very important to study given target market in order to understand it's changes, ups and downs and ways it can transform according to different life events. To smartli manipulate and use data of our given target is one of the most important skills of success business nowadays. 
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