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Unit 306: Understand the customer environment and customer retention
Worksheet 1: Understand customer relationship management (CRM) 
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Explain the concept of ‘the customer experience’. What does it mean and why is it important?
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
Explain the four different ways of segmenting customers and give an example of each.
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
List three benefits of segmenting customers into groups.
__________________________________________________________________________
__________________________________________________________________________
__________________________________________________________________________



Explain the benefits to an organisation of an efficient CRM process.
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________

Explain three benefits to a customer of an effective CRM system.
1. __________________________________________________________________________
__________________________________________________________________________
__________________________________________________________________________

List three facilities provided by an effective CRM system.
1. __________________________________________________________________________
__________________________________________________________________________
__________________________________________________________________________
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