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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.
	i. Explain various techniques for assessing customer response.
Customer survey: used to assess the needs and expectations of customers.
They can be presented as email, mail, phone and take-home surveys.
These surveys are for gathering information about the last visit or interaction of the customer with the company, the company’s services or products.

Customer Service Questionnaire: Brief surveys used by customers when they approach a customer service advisor or an employee with a specified job role.

These give straight information, questions from the customers might be in form of complains, shopping experience and product problems.

Customer Suggestions: Information gathered via suggestion forms from the customers, employees can listen to customers’ opinions during meeting them.

This way of getting information from the customers is different from the surveys and the questionnaire because here the information gathered is volunteered. 

A customer herself can choose the option of giving feedback and suggestions.

Customer Expectations: Every business must consider customer responses even if they are negative because this also can help the business to meet the customers’ expectations about how they want the business to operate and serve them. These are valuable information.
ii. Discuss the role and function of policies and procedures in meeting customer requirements.
Policies and procedures used by companies are giving standards and general (basic) guidelines to the customers on what they can expect from that company, about how the company manages and responses to complains or how they handle refunds for example. Although the procedures of handling customers complain, reactions and behaviors are standardized, some companies have their own way of handling customers, based on the experience and responses given by them. Because every customer is different, which means they all behave on different ways, companies have to keep up with psychological developments and ways of handling customers and their responses.
Generally, there are “ten commandments” of handling customers and these can be referred as the “bible of customer service”:
1.  Know who the boss is.

2.  Be a good listener.

3.  Identify needs.

4.  Make customers feel important and appreciated.

5.  Help customers to understand the system of an individual and targeted company.

6.  Appreciate the power of Yes.

7.  Know how to apologize and use it very often.

8.  Give more than expected by the customers.

9.  Treat employees well.

10.  Appreciate employees.
Because every customer is unique and he/she has unique expectations and requirements, threating them as unique is vital for a business to survive and to make reasonable profit.
iii. What is the role of quality management in meeting customer needs?
Quality management is a very important aspect of handling customer needs.
In case of a negative complain about the quality of the service or the product, the company needs to examine the service, the person who gave that service, the product which received the negative complain, not just to make sure that the problem will not occur any more, but to make sure that the customer could buy it after the problem has been managed and solved, and the customer must be informed that the problem has been handled and solved, because with this information he/she feels appreciated and in the future will be more likely to buy the service or the product again. A happy customer is a good customer for exchanging information with other customers as well and this is a free way of advertising.
iv. “A happy customer is a reliable customer’, and a reliable customer means profit”. Keeping in view this statement, point out some ways in which one might gain customers’ trust.
1. Build a very good customer service. With a very good customer service, the customers will feel appreciated and will be more likely to buy the product or use the service over and over again.
2. Listen to them and give them what they want. Customers bring the money, so if they give us money we give them a valuable product or useful service, a good company never stops developing ways of getting information from the customers or developing new products to meet all the expectations.

3. Make every response as quick as possible. Nobody likes to wait for a response, because a long wait means lack of respect forward the customers. If more customer service employee is needed that’s what the company needs to do.

4. Make marketing and sales processes easy to understand and easy to use.
A fairly complicated and confusing way of advertising a product or a service makes the customer uncertain and leads to confusion and leaving the company for another one which offers an understandable and not confusing marketing strategy.
Make the sales as easy as possible. For example a difficult online form to getting the details of the customers and payment details also makes the customers confused and makes them to turn their trust away from the company using that form.
5. Reward them. A rewarded customer feels appreciated and will come back for more. It is a psychological method.
v. What is meant by CRM? Which type of information does it include?
CRM means Customer Relations Management.
It is a widely used model for managing a company’s relations with customers, clients and sales prospects. It is a huge database with all kind of information.
It is the usage of technology to organize, automate and synchronize business processes.

A standard CRM database contains the following information:

Company and Contact Management, Lead and Activity Management, Opportunity Management, Charting and Reporting, Email Marketing and Mailing Lists Management, Sales Forecasting, Microsoft Outlook E-mail Integration and finally: Notes and Business Intelligence Management.
Advantages of using CRM system:
Better customer service, easily organized aspects related to customer service or sales, increase customer revenues, discover new customers, “cross sell” and “up sell” products more effectively, sales staff can handle deals and cases faster, call centers are more efficient in dealing with customers and simplify marketing and sales processes.
CRM system are build and used to achieve a long-term relationship with the customers.

vi. Design and complete a customer satisfaction survey.
Survey: (Company’s name: Leeds Web Development, provided service is creating and maintaining websites for customers with meeting their needs and expectations)

Questions: (circle the appropriate one)

1. What is your gender?
# Male

# Female

2. What is your age?

# Under 25

# Between 25 and 50

# Under 50

3. Are you: 

# An existing or 

# a new customer 

for our company?

4. If you are an existing customer, can you give us a rating on a 1 to 5 scale, about how satisfied you are with our service (in this case with the website we created for you):

1     2     3     4      5

If you are a new customer I hope we can meet all your expectations and we can build up a long-term relationship.

5. Could we meet all the expectations and needs you had to us?
# Very much

# So So

# The website looks good but this is not what I expected

# Not so much

# I will never give your company a job ☹

6. If we could meet your expectations and needs, tell us in a few words how we can improve our service:

______________________________________________________________

______________________________________________________________

7. If we unfortunately, could not meet the expectations, could you give us suggestions and advice on how we can achieve this?
________________________________________________________________

________________________________________________________________

vii. Review the success of the completed survey.
The questions are short and very straight forward. The company wants to meet and get to know their customers and what they think about the service the company provide to them.

In the parts of the survey where the customers themselves need to give written answers to provide information, there are only two lines presented because as short the answer is as quick the survey can be completed and the company does not want to take valuable time from the customers.

This survey is not too personal, which is not necessarily needed in some cases.
Case Study
Managers at Clifton leisure center want to attract more customers. They have improved the gym facilities with updated equipment. They have also hired a new fitness instructor. One of the managers argues that, before starting their marketing campaign, they should collect some information about their target customers, including age range and occupation.

1. How important is it for them to classify the center’s users?

It is a very important part of the process because before doing any changes it is vital to get information about the targeted customers about themselves, how they work, what age they are in.
2. Explain why these sorts of data are helpful.

Because without having this information the fitness instructor cannot either make a schedule for him/herself, do not have the information about the customers themselves, cannot make changes in the equipment of the gym to meet the needs and expectations of the different customers in different ages or in different occupations.

The information about their occupation is very important for the schedule and for the equipment they want to use, just to make sure they can have access to the instructor when they want and to the equipment when they want to.


	


Student Statement:

By submitting this assignment, I confirm that this is my own work.
	Student Signature
	Tamas Szenasi
	Date
	05/11/2017


For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	


   Assignment Cover Sheet











