S4 ADMINISTRATION  (NATIONAL 4)

HW 2 – CUSTOMER CARE


1 Toys ‘r’ Us - “To be the world’s greatest kids’ brand.”

What is the above statement?

2 List 4 benefits to the organisation of good customer care.

3 List 4 consequences of bad customer service.  



4	People know what to expect from a Jaguar car – style, performance and luxury – but how do Jaguar take the experience beyond just buying a car?
Jaguar want a satisfied customer but also a loyal customer who will generate repeat business.
  “Jaguar buyers are successful people and they expect a very high level of quality.”  
This means that the little things have to be right – for example: the coffee needs to come in a china cup, not a plastic mug.  Staff should show enthusiasm, a desire to serve and mutual respect.  
Jaguar believe that good customer service leads to profits.  They also believe that they need to have the best employees who:
· have clear standards,
· have been trained in customer service,
· get feedback on their performance,
· are rewarded for their hard work and service.
However, above all, Jaguar respect their staff and let them be themselves.
Remember, companies don’t give good service, people do! 






























	a	What is a loyal customer?

	b	Why is good customer service so important to Jaguar?

[bookmark: _GoBack]	c	What 4 things do Jaguar believe their employees require in order to be the best?

