1. Good customer service helps an organization dominate the market by:

· Trust building – good customer service inspires trust and confidence about the organization in the customers.

· Quality – customer service is a simple way to reassurance customers the organization offers the best in quality.

· Customer loyalty – good customers ensures that clients are loyal to the business

· Reputation – good customer service ensures that the business has a good reputation among the customers.

· Reduced disputes – good customer service ensures friendly relations with customers, which leads to more business.

· Customer service ensures that the business focuses on customer’s needs.

· Customer service ensures differentiation from the rest of the competition.

· Happy customers mean satisfied employees; and satisfied employees are more productive.

· An organization that offers good service has loyal customers who are willing to pay competitive prices.

· Good customer service also ensures good relations with other stakeholders e.g. suppliers 

· Loyal customers, low employee turnover, increased productivity mean more profit.
2. Importance of knowing about customer’s needs

It is important to know the customer needs as it is key for the success of any business. An organization cannot provide services if it does not know what the customers want. On the other hand, providing services without proper knowledge of customer’s needs and demands can cost the business a lot and can ultimately lead to it being shut down.

3. The importance of customer service training for an organization.

Training and development is a foundation in promoting a customer service philosophy. Research shows that training and development not only helps organisations be more flexible (innovative), proactive (speed and simplicity) and customer focused in the face of fierce competition, but it is also a prime motivational tool (employee engagement). The emphasis on customer service training has changed, therefore, to a philosophy which recognises that to alter the culture of an organisation to one which is customer focused, training and development needs to be offered to all levels of management and staff.

4. The pros and cons of a loyalty scheme.

Loyalty schemes are an incentive to the customer to purchase from you. It provides a chance to build long-term relationships which are important for business sustainability. These programs also provide marketing opportunities, encouraging the customer to purchase more. they offer a competitive edge that leads to increased sales. Loyalty programs can be leveraged for customer research data. And customers can easily be tied in to additional offers.

On the flip side loyalty programs can easily attract customers who are not ideal. They are not cheap to set up; the business will incur extra on-costs that must be covered by attracting increased sales.  In some cases the reward(s) offered might not be sufficiently motivating to win long-term loyalty. Businesses must be careful not to have redemption processes that might be too complex and/or inconvenient for customers. It also takes time and money for an average customer to accumulate sufficient points for a worthwhile reward. Some customers might form loyalty to the incentive rather than the business/organization, which could mean loss of business once the programme ceases.
