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 Sales associate Services to customers 
 
 Concept of Customer  
           In business and commerce, a customer is an individual or business that purchases the goods or services 
produced by a business. 
 Customers may belong to two broad segments. 
 1. An entrepreneur, who purchases goods for resale.  
 2. An end-user, who does not sell but is the actual consumer of the goods. 
 

Types of Customers 
 

 
 Customers can be of the following types:  
 



(a) Loyal customers:  
       These types of customers are less in numbers but promote more sales and profit as compared to other 
customers. These customers revisit the organization over time. 
 (b) Discount customers:  
         Discount customers are also frequent visitors but they are only a part of business when offered with 
discounts on regular products and brands or they buy only low-cost products. 
 (c) Impulsive customers:  
      These customers do not have any specific item into their product list but an urge to buy what they find 
good and productive at that point of time.  
(d) Need-based customers:  
      These customers are product specific and only tend to buy items to which they are habitual or have a 
specific need for them. These are frequent customers but do not indulge in buying most of the times so it is 
difficult to satisfy them. 
 (e) Wandering customers: 
      These customers are normally new in the industry and most of the times visit suppliers only for confirming 
 their needs on products. They investigate features of most prominent products in the market but do not buy 
any of those or show least interest in buying. 
 

 Customer service 
        One of the top factors that impact how shoppers perceive a brand. It is the task of identifying and 
fulfilling a customer’s needs in a friendly and helpful manner. It  is  the act of providing customers with 
assistance, answering their queries and helping them solve problems. Customer services include providing 
and delivering goods to customer and assistance before, during, and after sales. 
 

The 4Ps of customer service 
 
 (a) Promptness:  
          A retailer should fulfill his promises by delivering products on time. There should be no delay in 
delivering the products or in the case of cancellation.  
(b) Politeness: 
         Politeness here means putting the customers’ needs before your own. It means consistently being 
welcoming, using their name, being respectful and interested in the customer,  listening to them and 
watching language around customers.  
(c) Professionalism:  
            All customer interactions should be professional. A retailer should demonstrate competence, 
knowledge and expertise in the field, and should avoid demonstrating anxiety, frustration, fear, or weakness. 
(d) Personalization:  
         A retailer should personalize a customer’s experience. Clients appreciate when a business owner 
remembers their name, their preferences and their unique needs. Personalization should be incorporated 
wherever possible in the service delivery.  
 

 Customer service functions 
 
 Customer service functions include:  
 
(a) Customer support: 
         Interacting with potential customers, answering their questions related to  Customer service,products 
and services; suggesting information about other products and services. 
 
 (b) Pre-sales: 
          Providing necessary information to customers regarding the products.  
 
(c) Marketing:  
          Marketing is done by responding to the customer effectively, replying to mails, telemarketing, proper 



management of marketing campaigns, conducting surveys and polling. 
 
 (d) Sales:  
         Sales include physical as well as e-selling.  
 
(e) Technical support:  
         Customers require and want different technical support services, such as data verification, address 
updates application support and problem resolution.  
 
(f) Social media customer services:  
         It is a strategy of providing customer service through social media channels like Facebook and Twitter. 
Due to the potential for high engagement between brands and customers, social media and customer service, 
when handled properly, work very well together. 
 

       Customer satisfaction circle 
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Customer satisfaction 
            Customer satisfaction occurs when the value and customer service provided through a retailing 
experience meet or exceed consumer expectations. It is a measure of how products and services supplied by a 
company meet or surpass  customer expectation’. 
 

 Importance of customer satisfaction  
           Customer satisfaction plays a significant role within the business. It is not only a leading indicator to 
measure customer loyalty, identify unhappy customers and increase revenue; but it also helps to attract new 
customers in a competitive business environment. 
 
 The value of customer satisfaction is as follows:  



 
• It indicates consumer repurchase intentions and loyalty.  
• It shows point of discrimination.  
• It reduces customer retrenchment. 
 • It increases the lifetime value of customer. 
 • It reduces the negative word of mouth. 
 • It helps in retaining customers. 
 

     Customer retention strategies:  

 
 
Some customer retention strategies are  
 
• writing blogs for educating customers, 
 • sending email for special promotions,  
• conducting customer satisfaction surveys for promotion,  
• offering personalized experience to customers, 
 • setting customer expectations early,  
• using social media to build group of engaged customers,  
• increasing customer retention by learning from the best, and  
• developing questionnaires and conducting surveys. 
 
There may be several other techniques which can be utilized in the business as per the product, type of 
customers, resources available with the firm, etc. 
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