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[bookmark: _GoBack]Worksheet 3: Understand the measurement of customer satisfaction

Name the two different types of data that can be analysed to measure customer satisfaction.

1. __________________________________________________________________________
__________________________________________________________________________

Name the two things that should be taken into account when setting performance targets.

1. __________________________________________________________________________
1. __________________________________________________________________________


Give examples of two sources of quantitative data.

1. __________________________________________________________________________
__________________________________________________________________________

Give examples of two sources of qualitative data.
1. __________________________________________________________________________
__________________________________________________________________________




Describe three features of a customer focus group.
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________

Describe three features of a customer survey.
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________

List two types of loyalty scheme.
1. __________________________________________________________________________
__________________________________________________________________________

Describe what must be taken into account before customer recovery can begin.
_________________________________________________________________________
__________________________________________________________________________
_________________________________________________________________________
__________________________________________________________________________
_________________________________________________________________________
__________________________________________________________________________
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