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1. Give short answers for the following questions:


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


Customer Service is an important part of any organization because it helps the organization to attract high revenue if the organization have good customer service. A lot of companies are competing for customer money and customer loyalty. They are investing in marketing and advertising to attract consumers to their organization. The very important part of customer service is keeping the customers once you bring them in to purchase your product/services. It cost more to attract a new customer than it does to keep the old ones.
Customer service helps the organization to resolve internal and external problems. Because you cannot run a successful business without problems arising, with good customer service every problem arose would be solved.
Customer service appeals to both customers and the employee of the organization because if the employee is unhappy, they cannot put up good work which would then affect the organization performance. Customer service is the face of any organization. These days most of the purchases are online based. With good customer service, the organization set to attract more revenue which leads to business growth.



11. What is customer retention? How does it can benefit a business?
Customer retention can be defined as keeping the old customer doing business with an organization. It reduces the number of people that turn away from the organization, also attracting a new customer to do business with the organization.
Customer retention increases your customer Long term value, increases the organization revenue. It helps the organization to build good relationships with their prospered customers. The old customer also spends more money than the new ones. So, keeping old customer would help the organization to gain more profit.








Customer retention can benefit a business in so many ways. The organization would earn more word of mouth referrals because the loyal customers will be the best source of new businesses. Your customer will always use your new brand, that means your business is able to sell it a new brand to old customers and new ones. Your loyal customers are forgiving than the new ones because they have seen good works from your business in the past.
Customer retention is basically relationship building. Good relationships make life better for the employees of the organization and the main target the customer.


· Outline the benefits of a customer focused service?
Build long-term revenue
Keep customers when times are tough Attract new customers
Differentiate your organization from your competition Bring out the best in employees
Maximize operational performance Competitive prices
Good relations with suppliers Increased productivity
Good reputation
Good image among the customers. Friendly relations with customers.
Reduce operating expenses by eliminating the cost of poor service.










· What is customer loyalty? How would you depict a customer’s relationship with a
business in terms of a loyalty ladder?



Customer loyalty can be defined as a case in which the customer has many products/services even though there are other products/service he would have chooses, he decides to stay with your product/service because he is happy and satisfied with it.
Whereby, the customer has the option to try something different but chooses the same product over other product/service because of the love for the product/service.


Customer loyalty ladder;
  Partner 
  Advocate
  Supporter
  Client 
  Customer
  Prospect 
· It is said that “today’s customers are different from those of the past”. why
Today customers are educated and they conduct their proper research before making up their minds in purchasing any product/services. Technology and the internet have also helped them to compare products/service before making choice. Today customer knowns their right and are very smart for their right not been violated.






2. Define the following terms;



· Internal Customers: This is a type of services that are provided for the employee of the organization. The internal customer plays a huge role in any organization. Because if the employees of the organization are not happy, they cannot put up good team to strive hard to make the customer happy either. All employees in the organization need to work together to enable a successful organization to provide good quality customer service. Internal service and employee satisfaction have a direct effect on customer service and satisfaction.



· External Customers: This is a type of service that is provided for people outside the organization. Which is called the customer. They are the people that purchase the product/service of the organization.


Activity (4) Make a sample questionnaire to know customers’ feedback about the services of
a hotel.
HOTEL FEEDBACK QUESTIONNAIRE
Your experience at the hotel, how likely would you be to recommend this to a friend.


Menu Variety          Excellent Good	Average Below Average Poor N/A
Value for price paid
Promptness of service quality Quality of food quality of beverage


How would you rate our resort on the basis of the below?
staff's hospitality  Excellent Good	Average Below Average Poor N/A
 Hotel public areas
Value for the price paid
Ability to provide a relaxing atmosphere



Please rate the following:


Decor	Excellent	Good	Average	Below  average	Poor	N/A
 Cleanliness
Condition of rooms Housekeeping services Heating/cooling within the room
















Case Study


· Why the company has lost its existing customers?
NCA Group lost its existing customers because they failed to valued their existing customer by not retaining them. They spent more money attracting new customers and forgot to invest in retaining the old ones. Rogers strategies failed woefully because he did not understand how the customer service really works. NCA Group would have spent the money old customer which would have attracted new ones as well. The fund they spent was in a wrong target.



· Why the company has lost its profit instead of attracting 0.5 million new customers?


NCA Group lost their profits because they outspent the marketing budget, and 5 percent of the existing customers moved to their competitor. They didn’t really put more effort to show appreciation to their old customer. If they would have retained their old customer the organization would not have lost its profit.
