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Discuss the importance of customer services in an organization.docx
Customer is a person or organization who receives or uses products or services, regardless of whether they pay for it or not and a Service is any activity or benefit that one can offer to another and that is essentially intangible (act, deed or performance) and does not result in the ownership of anything.

Hence, Customer service is meeting the needs and expectations of the customer as defined by the customer

Discuss the importance of customer services in an organization.

One importance of  Customer service is that it  returns the customers; naturally where the customers are happy with the service  he/she stick back with the organization of business brand and will not shift to competitors. “This in itself is the plus point for the company and business as the customer retention.” This was suggested by (Bellman,1957)

It enables the business to get the more reference, when you give good customer service to your customers, the customers talk about the business in many places to other people, further the customers talk more when they even receive more quality customer’s service.

[bookmark: _GoBack](Bertsekas, 1996) states that it “Create word of mouth. When the customer finds or is provided with good customer service.” He or she pass on the information to the other people by the word of the mouth hence, creating the reference to your business or organization and the word of the mouth travel fast to other customers.

It give the employees confidence when a customer praise the business, it also boost the morale of the employee. Naturally, over a period of time. The confidence will rise up for the business and the employees. Because when the employee talk to customer in the way that promote the business, They create the morale. 

Why is it important to know about customer’s needs?

Market research, while other company leads other company is making the marketing research to find out what customer needs are. Marketing research leads to surprise, by giving awareness to customers, buy habit and location the business will have the greater foundation from which to service their product and service needs.

Marketing orientation. Is most persuasive and often beneficial in 21st century this is the principle of operating with a customer first approach. This means that understanding the customer needs and want is driver of the business.(Boulding, 1993) adds that “The marketing and production is as the result of the customer awareness.” 

Product alignment, product driven by companies may struggle to keep pace with changing or involving market place. But customer Centre organization maintains a closer level of interaction with key customers. This is close connection to the customers to allow you to more quickly and regularly address product design. 

“Marketing, knowing the customers need is vital part of the marketing success.” (Bult, 1995) first you need to know who you are marketing to so, you can select the right media. Also need to understand the customers to deliver a persuasive message that resonates.

Repeat business, for some business no fills approach may work but for other this seek to offers they seen to offer an addition level of the service and surpass the customers expectations, asking customers if there is more you can do for them can be the catalyst for repeat business

Discuss the importance of customer service training for an organization.

Higher employee motivation and engagement, providing training to the employee allow employee to greater understand the impact the role has on the organization. a company that invest in this , continue to develop  and progress .

Improve customer’s service skills. The customer services improve the skills and acquire new skills and new customers are aimed at improving communication skills, Listening and problem solving and organization skills. Hence, training the employee results in a set of competence.

Increase customer’s satisfaction. Improving the customer service through the training increase the customer satisfaction, retention and loyalty through effective training customer service representative increase their ability to resolve issues and decrease the number of return call. (Dighton, 2000) “Train employee is able to address the concern at first part.”

Rise in profit. this allow the company to achieve in higher customer retention , the acquisition of new customers , reduction employee turnover and increased sales .so the training of the employees has the great impact on the employee motivation and morale which lead to increase production.

Discuss pros and cons of a loyalty scheme.

Loyalty schemes (LSs) are now perceived to be one of the most successful marketing tools of the 1990s, and have received considerable attention in both trade and academic journals. The customer loyalty scheme is one example of the continual blurring of the boundaries between direct marketing and “mainstream” marketing, relying as it does upon a customer database and direct communications. It has been suggested that the customer loyalty scheme arena is where today’s marketing battles are being fought and, indeed, the plethora of LSs available to consumers certainly suggests that this may be true

On pros of loyalty scheme. Customer retention, the primary motive behind a loyalty program is to retain customers by rewarding them customer for their repeat purchase behavior. The loyalty scheme is the tool to retain the customers by giving them a sold motive to buy again from the company and establishing habits.

Relevant customer data and consumers trend , customer data get to record and the company use the data as soon as the shop register for loyalty program. (Dowling, 1997) gives that  “ companies can use the data for omni channels and ecommerce segments profiling their best customers.”

Reducing profitable customers. Well-designed loyalty program allow companies to segment customers and discover profitable customers and unprofitable customers this help in dropping the customers who are buying on discount every time 

On cons a loyalty. Limitation of loyalty data. As loyalty data does not look at purchase from other brands and stores. it provide a limited picture of customers overall purchase behavior . Customers panel data.
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