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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. 
	
Customer Relations

Assessment # 10 Total                                                                               Marks: 30

Q.1. Short Questions:                                                                                                      (21)

I. Explain various techniques for assessing customer response.
Answer: 
· Get a feedback;
· Ask for suggestions on how we can improve our service;
· Listen carefully to what costumers say;
· Check regularly on how things are going;
· Provide a method that invites constrictive criticism, comments and suggestions. 
II. Discuss the role and function of policies and procedures in meeting customer requirements.
Answer:
· Company always need to know that customer is always right.
· Company need to listen to what does customer wants and give him a good service.
· Need to know our customers better, so we can better anticipate their needs.
· Make customer feel important and appreciated.
· Help customers understand our system. We need to help costumer by explaining our organization’s rules and how does system work.
· Appreciate the power of “Yes”. If we promised something to our customer, we have to be sure that we have made everything to reach their satisfaction.
· If something went wrong, we need to apologize even if it is not your mistake and find a solution. 
· Give more than expected.
III. What is the role of quality management in meeting customer needs?
Answer:  Quality Management must always know customer needs and provide good service. If there is any improvements required to service or goods they need to know how manage it and make it better.
IV. “A happy customer is a reliable customer’, and a reliable customer means profit”. Keeping in view this statement, point out some ways in which one might gain customers’ trust.
Answer: When we meet a client we need to smile for him, then ask him how can we help him/her? We need to listen very careful of what client tells us of what he needs. Provide them what they need with a good service.
V. What is meant by CRM? Which type of information does it include?
Answer: CRM – Customer Relationship Management. CRM includes:
· CRM – Customer Relationship Management. CRM includes;
· Lead & Activity Management;
· Opportunity Management;
· Charting & Reporting;
· Email Marketing & Mailing Lists Management;
· Sales Forecasting;
· Microsoft Outlook E-mail Integration;
· Notes & Business Intelligence Management.
VI. Design and complete a customer satisfaction survey.
Answer: Make questionaries’ to know what does customer thinks of service or goods and how to improve it:
· What do you think about our service/product? Does it need any improvement?
· Please rate our service from 1 to 10.
VII. Review the success of a completed survey.
Answer: Company has need to check if the survey was completed within the set time, then check if it was completed within the budget. It’s very important to know the feedback from customers. Make improvements if needed.
Case Study                                                                                                                       (9)
Managers at Clifton leisure center want to attract more customers. They have improved
the gym facilities with updated equipment. They have also hired a new fitness training instructor. One of the managers argues that, before starting their marketing campaign, they should collect some information about their target customers, including age range and occupation.
1. [bookmark: _GoBack]How important is it for them to classify the center’s users?
Answer: It’s very important, because by knowing the age and gender of clients they can identify what type of improvements they can make to provide even better service.
2. Explain why these sorts of data are helpful.
Answer: Its helpful because it will tell organization how many young people, or elder people use the gym. If elder people attend gym much often, then gym need to hire trainers for healthy training, and buy equipment that might elder people really need.
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