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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. Discuss the importance of customer service in an organization?

Answer : 

1.Improves the Organization:
One of the most important aspects of good customer service is receiving customer’s feedback, according to the organization. A organization cannot  initiate customer-friendly improvements or changes unless it knows the customer wants.
2.Customer service builds trust:
By providing the best in customer service, you will increase trust in customers and people will stay loyal to the company, once customer trusts the organization they will get repeated business.
3.It builds awareness: 
What your customers say to others could make or break your business. When you provide best in customer service, People will talk about you organization, They will remember your brand and spread the good things that they have received, This provides business and new customers to the organization.
4.Retains customers for longer duration:
When the organization offers a great customer service experience, your customers are far more likely to stick around your organization and the company can retain them for longer period. 
5.Customer Feedback:
One of the best things customers can give you is their feedback, by their feedback we can improve and develop the negatives in their feedback to run the organization successfully.



2. Why is it important to know about the customer needs?

Answer :

Customer feedback is also very much necessary other than offering quality products. Customer feedback and research is also one of the main components of customer service offered by organization.

1. The customer needs should never be neglected, you should consider it especially while planning and developing your organization. Organizations have a strong focus on keeping the customers happy and their goals revolve around their customer. They believe in providing best quality services to the customers .

2. After knowing customer needs, the organization focuses on spending all funds and utilizing their assets to provide customer required services.
 .
3. When a customer does business with any organization, he also comes to expect a few things from the organization such as a minimum standard of services/quality of product that the organization should deliver, extra or value-added features with the product, good customer service etc. If these expectations are not met, the customer would start feeling dissatisfied.

4. Responsiveness in the service is highly important. If the organization does not respond to the customer’s needs and doesn’t get proper feedback from the customer, they might start rating that organization’s customer service as poor.

5. It leads to more business, Good reputation, Increased Productivity, Good image among the customers, More Profits etc.


3. Discuss the importance of customer service training for an organization?

Answer :

Training and development is a foundation in promoting a customer service philosophy.

1. Experience shows that training and development not only helps organizations be more flexible, proactive and customer focused in the face of fierce competition, but it is also a prime motivational tool. 

2. Experience shows that training and development not only helps organizations be more flexible, proactive and customer focused in the face of fierce competition, but it is also a prime motivational tool.

3. Putting more emphasis on training and development as they focus more on the customer and encourage employees to become empowered and provide goof customer service. Teamwork, quality and customer care are seen as the top three priorities for staff training.

4. Training and development needs to be offered to all levels of management and staff because they interact with customers and they can provide better quality customer service.

5. Training to deal with challenging situations which occur in customer service. After training they can get experienced in various situations and when such situations occur, they can perform the customer service accordingly.

 4. Discuss pros and cons of a loyalty scheme?

Answer : 

A loyalty scheme such as pharmacy-style ‘advantage’ cards, supermarket club cards, and airline rewards cards, etc can be a highly valuable addition to a customer care initiative
However, setting up a scheme can have pros and cons so care and thought is needed
They are as follows: 
 Pros :
1. An incentive to the customer to purchase from your organization.
2. A chance to build long term relationships.
3. Increased sales.
4. Marketing opportunities.
5. Foundation for tie-ins to additional offers.
6. Customer research data.
7. Competitive edge.
Cons: 
1. Attracting customers who are not ideal.
2. Setting-up costs.
3. Reward(s) that might not be sufficiently motivating to win long-term loyalty.
4. Redemption processes that might be too complex for customers.
5. The time and money it would take an average customer to accumulate sufficient points       for a worthwhile reward.
6. Loyalty can be to the incentive rather than the supplier, which could mean loss of business once the program ceases.

While a loyalty scheme is not a substitute for such core values as product quality and customer service, it can attract customers who might be willing to test how well their needs are met.
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