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Level 2 Certificate in Retail Knowledge
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Unit M/502/5821: Understand Customer Service in a Retail Business
Collecting Customer Feedback

It is important to constantly review the standard of your customer service and how this impacts on your customer. Collecting customer feedback is a good way to do this.
There are a number of different ways to collect customer feedback each has its own benefits and drawbacks:
· Questionnaires - Customers are given a series of written questions and asked to complete them.  The value of the information obtained will depend on the way you ask for it.  If you give customers a range of answers, excellent to poor for example, you will only get a quantitative overview of their opinions.   You may learn that 30% of your customers think your service is poor, but you won’t know why or what you can do to improve their opinion.  If you ask them for their comments on your customer service, you will get qualitative information which will tell you what you need to know but will take much more analysis  
· Focus groups -  A group of customers brought together to discuss a particular issue 
· Customer panels - A group of customers is brought together on a regular basis to seek their opinion on the goods and services provided 
· Staff suggestion schemes - These give staff the opportunity to feedback the information they have gathered informally from customers 
· Telephone surveys - A proactive way of collecting customers’ views over the telephone 
· Quality circles - The staff equivalent of a customer panel.  The staff get together, possibly from different departments, to discuss ways of improving customer service 
· Customer hotlines - A telephone number, often free, to give customers the opportunity to express their views 
· Comment cards - Forms provided for customers, often in hotels or leisure centres, to collect their views on the service provided 
· Mystery shoppers - Employed by the organisation to visit as customers and complete a report on the service received 
· Feedback options on websites - These give customers the opportunity to send feedback via the organisation’s website.  Information can be collected instantly 
· Street surveys - Passing potential customers are asked for their views 
· Market researchers - People employed to ask the general public for their views which are usually recorded on questionnaires.  These may be completed in the street or at the customer’s home.  
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