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Unit 306: Understand the customer environment and customer retention
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Explain what is meant by the term ‘customer retention’.
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
Describe three benefits to an organisation of retaining existing customers.
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
List three factors that can influence customer retention.
__________________________________________________________________________
__________________________________________________________________________
__________________________________________________________________________



Describe three methods that can be used to attract customers to an organisation.
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________

Explain three methods used to retain existing customers.
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________


List two ways an organisation can assess the extent of customer loyalty.
1. __________________________________________________________________________
__________________________________________________________________________

List the two factors that must be addressed in order to begin customer recovery.
_________________________________________________________________________
__________________________________________________________________________
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