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Level 2 Diploma in Customer Service[image: ]	
Understand Customers (Activity 2)
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Unit F/506/2131: Understand Customers

Activity 2 – Understand the Value of Customer Loyalty (AC 2.1, 2.2, 2.3, 2.4, 2.5)
Customer loyalty is important to an organisation for a number of reasons. 
Complete the following activities on the importance of maintaining customer loyalty.
1. What is a customer service offer?
…………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

2. How does the achievement of a customer service offer contribute to enhanced customer loyalty?
…………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

3. How does a company build its reputation? …………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

4. How does the reputation and image of an organisation affect a customers’ perception of its products and services? …………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

5. What are the potential consequences to an organisation if customers are dissatisfied? …………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………



6. In the table below, list different methods to attract customers and retain their loyalty.
	Methods to attract new customers
	Methods to retain customers
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