CUSTOMER SATISFACTION




e The aim of the CRM is to retain the retain a
right customer and the key determinant of
customer retention is Customer satisfaction.

 The objective is to ensure that the customers
are satisfied and ensure continued patronage.
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e Before going in for purchase customer form an
idea with regards to the value that they expect
from the product.

* Therefore the customer check whether the
product has delivered value as per their
expectation or not decide the level of
satisfaction



1. Past experience

2. Promotional claims

3. Third party information
4. Media



1. Past experience

* The experience the customer had based on
the past results is used for comparison,
Therefore they judge satisfaction on the basis
of past experience.

* For eg- The Dosa should be served hot and
crispy along with the chutni and sambhar, and
the texture etc.



2. Promotional claims

* Customer forms expectations based on the
promotional claims made by the marketer.

* For example- Dominos pizza promises delivery
within 30 minutes in their promotions, but if it
is not delivered within time, customer may be
dissatisfied.

* Therefore marketers should note that making
false claims would be counter productive as
customer with high expectation.



3. Third party information

* Customers forms expectations based on the
inputs received from other parties.

* These would be your friends, family,
acquaintances etc who may recommend, you
the product.

* Based on this, customer forms the expectation
regarding the product.



4. Media

The media is responsible for creating expectations regarding
a particular product.

For eg- when a customer reads goods reviews about the
product, customer goes to buy that product.

The electronic media ( TV and Internet) are responsible for
creating expectation for a particular product.




CRM and Customer Satisfaction

CRM applications are likely to impact customer
satisfaction because of the following reasons:

* CRM enables customize offerings.

 CRM applications(IT tools) enables reliability
on product.

* CRM enables to manage relationship with the
customer for the different stages of product
life cycle.






Delighting the customer

* When the customer gets more than what
he/she expects lead to customer delight.




The aspects that can help customer
delight includes:

1. Incorporate elements that delight the
customer more.

2. Focus on customer experience
3. Going out of way to fulfill wishes




1. Incorporate elements that delight
the customer more.

* |tis possible to delight the customers by
incorporating element’s that may not be the
part of core product, but are highly valued by
the customers.

* |tis also possible that these elements not
necessarily be expensive.

* For eg — McDonalds has attracted many
children by offering a free toy with the meals.
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2. Focus on customer experience

* The customer should feel good every time
he/she do business with the company.

e Customer should be made feel valued and
precious

* For eg- Airlines offering best hospitality
services



* Marketers passionate about customer
satisfaction have been known to go out of
their way to ensure that their customer wishes
have been fulfilled even if it meant going
beyond their call duty.

* For eg - Hotels delight their customers by
arranging the local products from market, to
their hotel, which the customers had liked. In
this way the customer has ease of buying.







