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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 – I – Businesses rely on customer information to improve their services and better meet their customer’s needs. Feedback from customers may be collected in a number of ways. Some techniques of assessing customer response include: Customer Surveys (it allows to measure customer satisfaction on a range of different products or services indicating where the business is doing well and where does it need improvement), Service Complaints or Suggestions (it indicated specific aspects of the product of service that needs to be improved and creates an opportunity for constructive dialogue with the customer. Information is volunteered by the customer and it has no extra cost to the business), Sales Levels (it indicated how well or bad a product or service is received, however, it does not indicate why this happens), Customer Follow-up (it allows to learn more about the customer needs and it creates a personalized approach), etc.

1 – II – The quality of the customer service is determined by the ability to meet the customer’s needs and requirements. If a business has an extremely courteous customer service team but the customers perceives that their requirements are not being met, then the reputation of the service and the company will be negatively affected. Effective regular communication with the customer ensures that the product or service meets the customers’ needs and allows the business to adapt and grow in order to continue meeting their requirements. 

1 – III – Companies rely on their customers to continue doing business, therefore it is crucial that a good relationship is kept with the customers and that their needs are met, otherwise, the customer can easily move their business to a competitor. It is this relationship and how the customer perceive the image of the company that creates a preference among the available service providers. 
Quality management controls and monitors the product or service provided to ensure that it meets that the customers’ needs. It ensures that the product or service provided to the customer is consistent and reliable, and that it meets the customer needs every single time. Without controlling the quality of the product or service provided, the company cannot guarantee that it will meet the customer’s needs. Maintaining good quality management will cause the customer to perceive the company as being capable of delivering on what it promises and that it cares about the customer.

1 – IV – In a trusting relationship, both the customer and the client are happy, which means the customer buy more, the client sells more and the company eventually grows and expands. This happens when a business turns their focus from a transaction-based company to a relation-based company. This can be achieved by building trust and creating bonds. In order to achieve customer’s trust, they must believe that the company has their best interest in mind, the company is capable of delivering on their promises, and that the company is honest and authentic. It is important that a company focus in doing their job well and delivering on what they promise because this will result in the customer perceiving the company to be reliable and that they can count on them to meet their requirements. Also, it is important that the company’s image is perceived to be an honest one. This can be achieved by the company being transparent about their mistakes, owning up to them and share with the customer what is being done to correct them. Hiding a mistake and denying that it has happen causes the customer to believe that the company cannot be trusted.

1 – V – Customer Relationship Management (CRM) is an approach to managing a company’s relations with customers and future customers. It is a database of information regarding the customers and their preferences that helps create a more personalized product and how to better market the business to them. Using CRM data helps provide better customer service by treating each client individually instead as a group, it help increase revenues by creating more effective marketing campaigns, helps discovering potential clients by determining the kind of people that the business should be targeting, and it help gains a better understanding of customer and anticipate their needs. A Customer Relationship Management database includes information such as: Customer profile information (business information, contact information, etc.), customer buying profile (when do they buy and how), and customer buying preferences (what do they buy and why)  

1 – VI –

	ABC Co. Customer Survey

	Thank you for using ABC Co. services, where we do our best to serve you. Please help us improve our service to you by answering some questions about your experience with ABC Co.


	DEMOGRAPHIC INFORMATION:
	Sex: Male [X]   Female [ ]
	          Age: 18-21 [ ]   22-30 [X]    31-45 [ ]    46-60 [ ]





	
QUESTIONS: Strongly Disagree = 1     Strongly Agree = 5

	1
	2
	3
	4
	5

	I am satisfied as a customer of ABC Co. 
	
	
	
	X
	

	ABC Co. meets and exceeds my expectations
	
	
	
	X
	

	I feel ABC Co. values me as a customer
	
	
	
	X
	

	The products I purchase are delivered as promised
	
	
	
	
	X

	The employees at ABC Co. are courteous
	
	
	
	
	X

	ABC Co. product information is easy understandable
	
	
	X
	
	

	I feel informed about ABC Co.’s new products and services
	
	X
	
	
	

	I would use ABC Co.’s service and products again
	
	
	
	X
	

	I would recommend ABC Co. to others
	
	
	
	X
	

	
COMMENTS:
I think ABC Co. is a great company with a good products, however, I only heard 
about it through a friend of mine. You could probably benefit from advertising more


	
[X] I wish to be contacted about new products and services at:
Phone: +44 123456789              Email: abcdef@gmail.com

Thank you for taking the time to complete this survey and help us better serve you.
At ABC Co. we make sure your needs are met.



1 – VII – Every survey is executed with an objective in mind, and in order for the survey to be successful, it has to meet its goal. A survey that aims to measure customer satisfaction is successful if it provides information that helps measure this aspect of the business, if the information is not relevant to this aspect, then the survey did not meet its goal. The success of a completed survey can be review by the following criteria: Time (it the survey was completed in the set time frame), Cost (if the survey was completed within the budget), Response Rate (how many survey were sent out and how may were returned filled), Question Completion Rate (how many questions were in the survey and how many were actually answered to), Reliability or Validity of findings (if the findings are consistent and provide correct results), and the degree to which survey findings solve the problem (if the survey actually met the objective for what it was created.). 

C.S. 1 – Classifying the center’s users will help them keep track of their customers, how to better market their business, and how to provide a more personalized product and service. For example, they will be able to see what type of services a specific customer usually uses and when, and this will allow them to have the service ready for him when he needs it making the customer feel that he is being taken care of, or offer them a different service that he might also enjoy making him feel that his needs are important. It can also help identify areas where the center can improve, for example, if the center notices that a particular service is being used only for a specific group of customers, they might look into marketing that service to different customers groups in order to increase its usage and revenue.
Classifying the center’s users is extremely important because it will bring improve their customer service. It will allow them to monitor and control how their customer are being served, if their needs are being met, and what can they do to improve. This will improve the image of the business in the eyes of the customer and will increase their trust and loyalty to the center.

C.S. 2 – Essentially, recording this sort of data has the objective of improving customer service, however, this will only be helpful if the management knows how to interpret the data and what to do with it. For example, a customer that visits the center every week to use the same service. One manager might perceive this to be a loyal customer, but a different manager might perceive this as an opportunity to introduce him to different services and increase his profitability. In the end, the data is only as useful as how it is used. 
[bookmark: _GoBack]However, if used correctly, creating a database with customer data will help the business in very specific ways, such as: help foreseeing the customer’s needs effectively and help increase business, allows tracking a customer profitability, helps provide a personalized  service rather that a “one size fits all” service by noticing the specific needs and preferences of the customer, it helps acquiring new customers by identifying opportunities of business, improves communication inside the company by having the data available and easily accessible anywhere, it increases customer satisfaction and trust by providing them with a personalized service, and it improves the image of the company in the eyes of the public which will improve business, 
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