Customers
    Q1. Businesses may be market-driven or product-driven
a) Explain what a market-driven business would do before making a product. A market driven business would conduct market research to find out what customers want
b) Explain why a market-driven approach is often better than a product-driven approach. If a firm focuses too much on developing a product and doesn’t do enough market research, it may produce a product there is little demand for.
Q2. Which of the following statements about customer service is true? Tick the correct box

	a) Good customer service can lead to customers making repeat purchases of a product.
	x

	b) Customer service is unimportant after a firms product has been purchased.
	

	      c) A business has little to gain from providing good customer service.
	

	      d) Only forms that sell expensive products can afford to provide good customer service.
	  


Q3. A firm sells electrical kitchen appliances through its website. Which of the statements below are     examples of good customer service? Explain your answers.

       A - 

           Good customer service?     YES           NO
Explanation…..No – the business should be able to give a date for dispatching products and stick to it    more or less every time. 

      B - 


            Good customer service?     YES           NO

Explanation……No – 80% is a poor response rate it suggests that the firm’s telephone system is unreliable or that the company is not interested in responding to customers. 
Q4 Explain how an increase in a firm’s spending on customer service can lead to an increase in profits.
If customers are satisfied with the level of service they receive from a business, they are probably more likely to buy products again from the business in future ( or recommend it to friends). These repeat purchases from loyal customers can bring in a lot of revenue without expensive advertising campaigns.
(If the revenue increase is greater than the extra spending on improving customers service, then profits will rise.)
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The firm’s call centre currently responds to 80% of customer telephone enquires.
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75% of the firm’s products are dispatched within four days of the given dispatch date














