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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 Customer expectations are the feelings, needs and ideas that a customer has towards certain products and/or services.

1.II Customers have the following basic expectations about most businesses: 

· a user-friendly website
· a welcoming store
· friendly and efficient staff
· good quality at affordable prices
· in depth knowledge of the product/service
· fast and efficient service
· quick response to queries
· stock availability

1.III Different techniques used for gathering information from customers are feedback forms or customer surveys.

2. The benefits of meeting customer expectations are that you will satisfy more customers which can lead to repeat business and therefore an increase in sales.  It can also improve the reputation of the business/product as more customers will recommend to others.











3. Different customer personality types are:

· The Child – young, inexperienced very easy to sell to as they don’t ask questions and will believe anything they are being told.
· The Judge – do not believe anything you tell them and will thoroughly research products before purchase.  They will usually already have made a decision about what they want.
· The Negotiator – will try and get the best possible deal.
· The Bargain Hunter – will look for the best available deal for their budget.
· The Adult – knows exactly what they want and don’t have the time to waste negotiating or hunting for bargains so will simply leave if the sales person irritates them.


These customers all have varying needs and demands.  Each customer is unique, but there are different basic personality types. These are the main customer personalities specific to the retail environment.


4. One of the best ways of identifying customer needs is through a variety of questions.  Some customers know exactly what they need and could be offended when being told about things they are already aware of.  The majority of customers, however, are not 100% on what they want so would need a fair amount of assistance from the sales assistant before making a final decision.

5. As well as different personality types, “time, type, talk and tone” may also be used to understand customers varied needs and behaviours.

· Time – relaxed customers are not in a hurry and will enjoy the whole shopping experience.  They will take their time and listen to all the options available whereas rushed customers need to grab what they need, pay and leave as quickly as possible.
· Type - Males & Females (should not be categorised separately) usually know the exact product that they require and like to shop as quick and efficiently as possible.  Some are also open to trying different products and will take their time when choosing.  Young Shoppers – usually have a very limited budget and are good bargain hunters.  They may well be happy with a little advice but will bore easily and possibly shop elsewhere if they can’t get the bargain they want.  Elderly Shoppers – usually require a lot of assistance and ask lots of questions as they like getting the best prices and aren’t always sure of what they actually need.  They may also struggle with card transactions so may need a little extra assistance at checkout.
· Talk / Tone – Frequently the cheerful & talkative customers are very unsure about what they actually require.  They need lots of extra assistance and will enjoy conversing with the sales assistant.  The serious & quite customers usually have a good idea of what they actually want and will possibly just “switch off” if given any hard sales pitch.  They need to be listened to, rather than talked to.

CASE STUDY

1. Mr. Gavin wanted to go and see his daughter with as little fuss or hassle as possible.

2. The airline staff, in my opinion, were excellent as they spotted that he was nervous and unsure about what to do and tried their best to accommodate his needs.

3. I don’t believe that there was anything else that the airline staff could have done as they had already gone over and above what they would normally be required to do.
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