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Customer Relations Management – Option Module

Title:  Extending the Customer Base

1. Select two large organisations that operate on a multinational basis, for which you can obtain

information. These organisations should be from different sectors from each other and different

from your own organisation.

Using a range of information sources, identify their key customer groups, the organisations’

approaches to customer relations management and, as far as is possible, customers’ and the

general public’s perceptions of the organisations. Identify areas of customer dissatisfaction in

each organisation, noting how these have been addressed.

2. From your research, compare and contrast the customer relations management strategy of these

organisations, commenting on the appropriateness of each approach with respect to their market

sector.

3. Critically appraise the success of these strategies, highlighting areas for improvement.

Consider possible future customer groups for each organisation and how these could impact on

the current customer service strategy.

4. Using your research findings, making recommendations for:

� improved customer satisfaction

� an enhanced customer service culture

� a future customer relations management strategy

Your recommendations should be presented as a formal proposal to the Customer Relations

Manager of each organisation, summarising your findings and explaining why there needs to be

changes.

In your proposal, you can be as imaginative as you wish, as long as your suggestions can be

justified from your research.

You must include in your assignment all documentation, notes and materials generated from

each stage as shown above.




