I. Define customer expectations.

Customer Expectations - the total perceived benefits a customer expects from a company's product or service Customer Service – the process of ensuring customer satisfaction Customer Satisfaction – a measure of how products or services meet or surpass customer expectation
II. Outline some basic expectations that customers have about most businesses.

Customer satisfaction reflects the expectations and experiences that thecustomer has with a product or service. ... Customers hold both explicit and implicit performance expectations for attributes, features, and benefits of products and services. 

III. What are the different techniques used for gathering information from customers?

 There are four types of constructive feedback:
· Negative feedback – corrective comments about past behavior. ...

· Positive feedback – affirming comments about past behavior. ...

· Negative feedforward – corrective comments about future performance. ...

· Positive feedforward – affirming comments about future behavior.
Q. 2. Discuss the benefits of meeting customer expectations. 

Customers expect certain things when they walk into a business, and those with the highest level of service will know how to identify those expectations and meet them to the customer's satisfaction. However, this process is not as easy as it sounds – customer expectations are a dynamic feature that ebbs and flows regularly in accordance with a wide range of factors. However, when expectations are not met by the performance of your customer service representatives, customer dissatisfaction is the result. Customer Expectations + Service Performance = Customer Satisfaction The quality of your customer service is almost wholly determined by your ability to meet your customer expectations. You can have the greatest service team, but if your customers perceive their needs are not being met, your service reputation suffers. By the same token, companies that don’t spend much time worrying about customer service – but manage to meet customer expectations consistently – are perceived as offering good customer service. Service quality is largely determined by customer's perception, which is why meeting customer expectations is an essential part of the process.

Q. 3. Discuss different customer personality types. 

Here are four different customer personality typesessential for your sales success:
The Child These customers are young and don’t have much experience. 

The Judge The “Judge” is a type of customer who does not believe what you tell them. He finds out the facts (through magazines/newspapers/online reviews) and judges the products based on those facts. Due to this, they will already have made a decision about what product best suits their needs. 

 The Negotiator The Negotiators will always negotiate and try to get the best deal they can possibly get. 

The Bargain-Hunter Bargain Hunters always look for a good deal or a cheaper deal i.e. they will look for a deal that gives them the best possible product in the limited funds that they have.
· The Analytical. People who possess this personality look for facts and figures in a sales presentation. 
· The Amiable. The Amiable are respectful, sociable, and trustworthy. ...

· The Expressive
· The Driver.

Q. 4. ‘One of the best ways of identifying customers’ needs is through questions’. Discuss. 

To identify needs, you must both listen and ask the right questions. Afteridentifying needs, always check for additional or related needs. Use your knowledge and experience to identify and present the right products, services, and solutions to meet your customers' needs.
 Q. 5. Discuss customer behavior classifications based on time, type, talk and tone.

So, when we know the needs of the customers by studying his personality, behaviour and tone, we can work out customer’s basic expectations from us as well. Some very basic customer expectations are

Customer’s tone can also sometimes help us find out what the customer’s needs are and what kind of product he/she is looking for. A few examples to help predict what the customer’s needs are from his/her tones

Relaxed Not in a hurry. 
Enjoys the shopping experience. 
In a good mood. Welcome the customer. 
Make them feel comfortable. Give them advice but don’t try to force them to buy a product.

Rushed In a hurry. 
Wants quick shopping. 
Wants quick checkout. 
Wants to save time. Will pick any product which fulfils the needs. Help them locate the product they require. Understand their situation and work efficiently. Give them quick choices. Don’t give too many options as it will take more time to decide. Try to hurry up the billing procedure

Mr Gavin is a pensioner. He is going abroad to visit her daughter. This is the first time that he will travel by plane and is therefore very nervous. At the check in desk, the clerk notices Mr. Gavin’s nervousness and explains in details about the ticket, luggage receipt and boarding card. He then says ‘Mr. Gavin if you want I can arrange for someone to assist you to the gate where you board the plane. Just wait over there and I will have a colleague to assist you’. Mr. Gavin waited for 15 minutes, when he boards the plane, one of the crew member takes him to his seat, explains how to use the seat belt, the call button and so on. 

1. What did Mr. Gavin want? 

Information about the service provided by the airport staff to satisfy his needs

2. How well did the airline staff satisfy Mr. Gavin’s need? 

They assisted him in ensuring that his belongings went with him safely on board and he was comfortable with the service. 

3. Is there anything else that you think that the airline staff should have done for Mr. Gavin? 
To ensure that his aware of the procedures and rights when landing, since it’s his first time utilizing the plane service.

