Unit 1 – Assessment 1 

1. Discuss the importance of customer services in an organisation.

Customer services is very important for any organization for several reasons. One reason is because good customer service leads to an organisation dominating the market and taking a huge lead, whereas neglecting customer service can cause the organisation too to fall behind in the market which could be deadly for that organisation or product. Another reason is because good customer service can make a product stand out from the crowd and help the organisation dominate the market.
One key purpose of any organisation is to generate happy customers which will turn into loyal customers, customer service can add a have a huge impact on the customers journey which in return will generate loyal customers.

Customer service is the interaction between the customer and the employee of that organisation, this allows for the customers’ needs to be met, in whichever way possible. Also, adding to the overall service by the organisation surrounding the product or service chosen.

Any organisation will benefit from outstanding customer service, it could lead to a single sale of a house or multiple sale of different cars etc. Either way good customer service will generate positive business and further lead to good word of mouth being spread generating more business from different customers.

2. What is customer retention? How does it benefit a business?

Customer retention is when an organisation finds ways to retain the existing customers that are buying their product or service, retaining the customers keeps a customer happy as well as gaining further business and security with the client not going elsewhere. 

	Customers are retained by providing high quality products and services to keep the 
	Customers happy. This can only be done if the organisation understands the needs 
Of the client and what the customer expectations are. Once these are understood then the organisation can work to keep the customer happy and retain that customer.

One challenge an organisation may face is if the customer sees another service being offered by a competitor that customer will then expect you as the organisation to offer the same service but better, otherwise they will want to use the competitor instead. If the organisation fails to do this then they will lose the customer and the customer retention will fall.

It is important to keep customer retention numbers high and to monitor them as it has been shown that in certain organisations it can be a lot more expensive to keep get find new customers.

Successful organisations keep a record of the customer retention as these organisations generally have good retention because the customer service levels are high, if they loose a customer they can keep track to ensure it’s the product not the customer service or the other way round. Keeping track of this allows for the problems to be solved and more customers to be kept.

3. Define the following terms;
a) Internal Customers
b) External Customers

Internal customers are what we see as employees, despite them working for the organisation they are still expecting good customer service from their employers. For Example, if an organisation looks after its staff by providing support outside of work this could be seen as the organisation giving good customer service to the staff. However, if the employers treat the staff badly, not offering support etc this may be seen as a bad service being provided to the staff by the employers.

External customers are those who are not working within the organisation, these are the customers that use the services or products offered. These customers are just as important because if the external customer isn’t happy with the service or product the organisation will lose business. If the organisation provides a good internal service then the staff will be motivated and in return provide an excellent external service.

4.
	
	Fantastic
	Satisfactory
	Disappointing
	Terrible
	Any Further Comments?

	How did you find the cleanliness of your room?
	
	
	
	
	

	How well did the staff treat you?
	
	
	
	
	

	How did you find the in-house entertainment?
	
	
	
	
	

	What do you rate the overall service of the hotel?
	
	
	
	
	



Is there anything we could have done differently?
………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………
Would you recommend us to family and friends? If no, why?
………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………


4. Case Study – 1.2.
The company has lost some of its existing customers because of their focus on attracting new customers and future deals, this has resulted in a lack of customer rewards such as points cards, these are the small things that would keep the customer coming back and back again!  If they kept the current customers happy whilst focusing on the change then the current customers would not have left.
[bookmark: _GoBack]The company has lost its profit because retaining customers is cheaper than attracting new ones, they may have lost initial profits however in the long term this will prove to be different, with the loyal happy customers coming back and back again for more business. This is cheaper because to attract new customers often requires new campaigns, advertising and new products. This cost a lot of money for it to be done properly, whereas using loyalty cards and loyal customer benefits can be cheaper and keep current customers happy.






