Answer’s for Assessment 1

2. Customer retention means retaining the existing customers and keeping them happy and satisfied.

Keeping the customer’s satisfied can boost profits by 25% - 85%.
The price of acquiring new customers can be five times greater than the cost of keeping current ones.
New customers will not contribute to profit unless they are retained for at least three years.
Developing long term relations with customers is extremely important to a business and helps make profits.
It can be up to five times as much to attract and find new customers as compared to serving older ones.
Satisfied customers will also recommend the brand to other.

3a. An internal customer is someone who works for the same organization but may work in a different department.

3b. An external customer is some who buys our product or services and uses the products or services your company offers.





	Customer Feedback Form
 Chance to win 1 night’s free stay at our hotel
How are we doing?
We hope you enjoyed your stay with us. To help us offer the best experience possible, please complete this customer survey and return
It to the reception desk. Thank you!
	Customer Name
	

	Address
	

	Email/phone
	

	Reservation Num
	



	Statement
	 
	 
	 
	Strongly
	Agree
	Neutral
	Disagree
	Strongly
	Not

	 
	 
	 
	 
	 
	Agree
	 
	 
	 
	Disagree
	Applicable

	My overall experience was good, 
	 
	 
	 
	 
	 
	 
	 

	and i would recommend this hotel to all my family.
	 
	 
	 
	 
	 
	 

	My reservation information was accurate
	 
	 
	 
	 
	 
	 
	 

	The check in process was timely and efficient.
	 
	 
	 
	 
	 
	 
	 

	The reception staff were courteous.
	.
	 
	 
	 
	 
	 
	 
	 

	My room was furnished appropriately.
	 
	 
	 
	 
	 
	 
	 

	My bed and bedding was clean 
	 
	 
	 
	 
	 
	 
	 
	 

	and comfortable.
	 
	 
	
	 
	 
	 
	 
	 
	 

	The concierge staff were prompt, reliable and
	 
	 
	 
	 
	 
	 

	friendly.
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Security was available if needed.
	 
	 
	 
	 
	 
	 
	 
	 

	Housekeeping staff were friendly
	 
	 
	 
	 
	 
	 
	 
	 

	and reliable.
	
	
	 
	 
	 
	 
	 
	 
	 

	Management was available to 
	 
	 
	 
	 
	 
	 
	 
	 

	solve any problems or questions.
	 
	 
	 
	 
	 
	 
	 
	 

	The food and dinning staff were helpful
	
	 
	 
	 
	 
	 
	 

	and courteous.
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	
	
	
	
	
	
	
	
	

	Any comments
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