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Candidate Details
[bookmark: _Toc418844239]Assessment – BSBCUS301:  Deliver and monitor a service to customers
The learners must complete the following activities and hand them into you for marking. This forms part of the learner’s assessment for BSBCUS301: Deliver and monitor a service to customers. The initial activities are formative – the Skills and Knowledge and Major Activities are summative, but all should show the learner’s knowledge of the unit. The activities should be completed in a suitable environment, whether that is a classroom, training environment or an appropriate workplace location. 
Name: 		Keaton Jones__________________________________________________
Address:	11 Belvedere Place_____________________________________________
		_____________________________________________________________
Email:		kjone323@eq.edu.au___________________________________________
Employer:	_____________________________________________________________
Declaration
I declare that no part of this assessment has been copied from another person’s work with the exception of where I have listed or referenced documents or work and that no part of this assessment has been written for me by another person.
Signed:		____________________________________________________________
Date:		____________________________________________________________
If activities have been completed as part of a small group or in pairs, details of the learners involved should be provided below:
This activity workbook has been completed by the following persons and we acknowledge that it was a fair team effort where everyone contributed equally to the work completed. We declare that no part of this assessment has been copied from another person’s work with the exception of where we have listed or referenced documents or work and that no part of this assessment has been written for us by another person.
Learner 1:	____________________________________________________________
Signed:		____________________________________________________________
Learner 2:	____________________________________________________________
Signed:		____________________________________________________________
Learner 3:	____________________________________________________________
Signed:		____________________________________________________________
[bookmark: _Toc418844240]
Competency Record to be completed by Assessor
Learner Name:		Keaton Jones
Date of Assessment:	04/06/20
The learner has been assessed as competent in the elements and performance criteria and the evidence has been presented as:
	
	Assessor Initials

	Authentic
	NG

	Valid
	NG

	Reliable
	NG

	Current
	NG

	Sufficient
	NG



Learner is deemed: 		COMPETENT		NOT YET COMPETENT (Please circle)

If not yet competent, date for re-assessment:		____________________________________

Comments from Trainer / Assessor:  Good work
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
[bookmark: _GoBack][bookmark: _Toc415147200][bookmark: _Toc418782387]Assessor Signature:		Nicole M Grigg
Observation/Demonstration

Throughout this unit, you will be expected to show your competency of the elements through observations or demonstrations. Your instructor will have a list of demonstrations you must complete or tasks to be observed. The observations and demonstrations will be completed as well as the activities found in this workbook. An explanation of demonstrations and observations:
Demonstration is off-the-job
A demonstration will require:
Performing a skill or task that is asked of you
Undertaking a simulation exercise
Observation is on-the-job
The observation will usually require:
Performing a work-based skill or task 
Interaction with colleagues and/or customers
Your instructor will inform you of which one of the above they would like you to do. The demonstration/observation will cover one of the unit’s elements.
The observation/demonstration will take place either in the workplace or the training environment, depending on the task to be undertaken and whether it is an observation or demonstration. Your instructor will ensure you are provided with the correct equipment and/or materials to complete the task. They will also inform you of how long you have to complete the task.
You should be able to demonstrate you can:
1. Identify customer needs
2. Deliver a service to customers
3. Monitor and report on service delivery
You should also demonstrate the following skills:
Reading
Writing
Oral Communication
Navigate the world of work
Interact with others
Get the work done.
[bookmark: _Toc418844241]Activities
[bookmark: _Toc418782388][bookmark: _Toc418844242]Activity 1A
	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to use appropriate interpersonal skills to accurately identify and clarify customer needs and expectations

	Activity
	Create a brief scenario in which a customer approaches you with a typical enquiry. What information will you give and what questions will you ask to identify and clarify their needs and expectations?

A customer approaches the counter and asks is the toast served with the eggs is gluten free.
I would tell them that it is and ask if they are severely allergic, and inform them that the rest of the breakfast is gluten free as well
They inform me they are severely allergic












Create a brief scenario in which a customer approaches you with an unusual or unique enquiry. What information will you give and what questions will you ask to identify and clarify their needs and expectations?

A customer comes in to the shop and asks if any of us had seen or picked up a red credit card. I ask what name is on the card, and what time they were last here.



















[bookmark: _Toc418844243]Activity 1B 
	Estimated Time
	25 Minutes

	Objective
	To provide you with an opportunity to assess customer needs for urgency to determine priorities for service delivery according to organisational and legislative requirements

	Activity
	Why is it important to assess customer needs for urgency?

Customers immediate needs may reattain to buying goods or service or making a complaint. In these situations, it should be a relatively straightforward and swift response after checking relevant details. It is not possible to give an instant answer then it should be possible to give an answer within a few minutes or hours.
















Give two examples of organisational and/or legislative requirements which affect service delivery in your organisation. For each, give an example of how you assess customers’ needs for urgency and determine priorities.

· Access and equity principles and practice
It would be apparent based on appearance
· Anti-discrimination and related policy
Treating everyone equally

















[bookmark: _Toc418782389][bookmark: _Toc418844244]Activity 1C
	Estimated Time
	25 Minutes

	Objective
	To provide you with an opportunity to use effective communication to inform customers about available choices for meeting their needs and assist in the selection of preferred options

	Activity
	Using the scenarios you generated in Activity 1A, describe the written and/or verbal information that you would give to these customers about the available choices for meeting their needs. Explain how you would help customers to choose their preferred option.


I would tell the customer verbally that there is an option for gluten free bread, and the rest of the meal is gluten free. I would tell them that if they are allergic that the cooks will be extremely careful not to have their meal come into contact with gluten, but it will cost $2 more





























When interacting with customers, describe the key elements of effective communication.


Use of tone, language, expression and body language
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Activity 1D
	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to identify limitations in addressing customer needs and seek appropriate assistance from designated individuals

	Activity
	Using the scenarios you generated in Activities 1A and 1C, describe any limitations you may have in meeting the customer’s needs and explain how you would deal with this, including seeking assistance from others.

Scenario 1 is a fairly simple request, customer needs were met.
Scenario 2 employee has clearly explained the situation to the customer and has informed them of the change in price
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	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to provide prompt service to customers to meet identified needs in accordance with organisational and legislative requirements

	Activity
	Give an example of a service that you provide to customers. Explain how you ensure that this service is delivered promptly and in accordance with organisational and legislative requirements.


· Always acknowledge customers with a polite greeting
· Accommodate them as quickly as possible
· Avoid keeping customers waiting







































[bookmark: _Toc418782391][bookmark: _Toc418844247]Activity 2B
	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to establish and maintain appropriate rapport with customers to ensure completion of quality service delivery

	Activity
	Why is it important to build rapport with customers?

Because it improves the customer experience 


















Describe what practical steps can be taken to build rapport with a customer.



· Smiling, making first eye contact, giving the customer your complete attention, ask appropriate qiestions and use appropriate gestures, use aprotiate body language, ask icebreaker questions, show customer you’re listening.

















[bookmark: _Toc418782392][bookmark: _Toc418844248]Activity 2C
	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to sensitively and courteously handle customer complaints in accordance with organisational and legislative requirements

	Activity
	What opportunities do complaints present to an organisation?

The opportunity to improve and grow the business and replying to the complaint shows that the business cares about improving their services.













Imagine that a customer has complained about a product or service they have purchased from your organisation. Remembering to consider the organisational and legislative requirements associated with the provision of your products and services, briefly describe how you would handle a typical complaint and how you would interact with the customer.


Enquire as to what is wrong with the goods, assesthe situation and their need for urgency, report the proble to my supervisor, and if the situation cannot be delt with immedietly, ask for the customers information to solve their issue in due time.



















[bookmark: _Toc418782393][bookmark: _Toc418844249]Activity 2D
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to provide assistance or respond to customers with specific needs according to organisational and legislative requirements

	Activity
	Why is it important to provide assistance or respond to customers with specific needs?



To ensure the customer receives a good experience, and to make sure customers specific needs are met.












Give two different examples of how you provide assistance or respond to customers with specific needs in your organisation. You should also explain how you identify the customer’s additional needs.

· if a family or person enters with a small child, ask if they would like a highchair.
· If something goes wrong and the customer becomes distressed, provide assistance to help them
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	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to identify and use available opportunities to promote and enhance services and products to customers

	Activity
	Why is it important to promote and enhance services and products to customers?


So that the customer is fully satisfied and is more likely to return to your buisness    














Describe three opportunities you have in your role to promote and enhance services and products to your customers. Your answers should relate to some of the following:

· Extending time lines
· Packaging procedures
· Procedures for delivery of goods
· Returns policy
· System for recording complaints
· Updating customer service charter.

If a customer were to come in asking to return or trade a faulty product but it is past the return date by a small amount of time, then I could ask my supervisor if we could make an exception for the customer. 

If a cutomers credit card failed at the register, give them a few moments to try to fix it, and reassure them that it is ok 

If goods need to be delivered to a home adress, make sure they are delivered safely and securely.







[bookmark: _Toc418782395][bookmark: _Toc418844251]Activity 3A
	Estimated Time
	25 Minutes

	Objective
	To provide you with an opportunity to regularly seek and review feedback relating to customer satisfaction with service delivery (using verifiable evidence according to organisational and legislative requirements), and use this to improve the provision of products and services

	Activity
	Why is it important to regularly review customer satisfaction with your organisation’s service delivery?

To make sure the business is providing the highest quality services consistantly












How and from where can you obtain customer feedback?

· Reviews, either online or In person
· Audit documentation and reports
· Quality assurance data
· Returned goods







Describe at least three sources of verifiable evidence which your organisation uses to review customer satisfaction. You should state briefly how and when each source of evidence is used.

Reviews, social media posts and interviews.
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	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to identify opportunities to enhance the quality of service and products, and pursue within organisational and legislative requirements

	Activity
	Give an example of customer satisfaction data that has identified an opportunity to enhance the quality of service and products in your organisation. Describe briefly what the data was showing, the opportunity that was identified and how this was followed through and acted upon in the organisation.





We discovered that many people found that the serving sizes were too big and in response to this we bought take away boxes for food-leftovers. This was learnt from both verbal feedback and online reveiws
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	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to monitor procedural aspects of service delivery for effectiveness and suitability to customer requirements

	Activity
	Why is it important to monitor the procedural aspects of service delivery?



To ensure customer satisfactions, to limit customer complaints and to ensure quality and cost-effectiveness of service delivery.














Briefly describe how, in your organisation, you monitor the procedural aspects of service delivery for effectiveness and suitability to customer requirements. Please give one example.






1. Greet customer when approached
2. Give customer full attention
3. Help customer with needs – location of bathrooms, food order etc
4. Re-count order to customer 
5. Thank the customer
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	Estimated Time
	10 Minutes

	Objective
	To provide you with an opportunity to ensure reports are clear, detailed and contain recommendations focused on critical aspects of service delivery

	Activity
	When reporting on service delivery, why is it important to ensure that reports are clear, detailed and contain valid recommendations?


To make sure the information is cohesive, legible and relevant













List the contents for a typical report on service delivery in an organisation.

The aspects of service delivery under consideration
The timeframe involved
Customer satisfaction data
Key findings
recommendations
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Skills and Knowledge Activity
	Estimated Time
	45 Minutes

	Objective
	To provide you with an opportunity to demonstrate your knowledge of the foundation skills, knowledge evidence and performance evidence.

	Activity
	Complete the following individually and attach your completed work to your workbook.

The answers to the following questions will enable you to demonstrate your knowledge of:
· Reading
· Writing
· Oral communication
· Navigating the world of work
· Interacting with others
· Getting the work done
· Key provisions of relevant legislation from all levels of government that may affect aspects of business operations
· Organisational policy and procedures for customer service, including handling customer complaints
· Examples of verifiable evidence that could be used to review customer satisfaction 
· The interpersonal skills needed for serving customers, including customers with specific needs.

Answer each question in as much detail as possible, considering your organisational requirements for each one.

All answers will vary depending on the learner and the organisation they work for but the learner should be able to answer each question competently.

1. Identify and briefly describe two legislative requirements which affect the service that you deliver to your customers. You should explain how you ensure that the service you provide complies with this legislation.

2. Briefly describe your organisation’s policy and procedures for delivering customer service. This may include minimum standards such as waiting times, etc. You should also describe the policy and procedures for handling customer complaints. Please give an example of an actual complaint which you have personally handled, briefly outlining the nature of the complaint and the steps you took to deal with and/or resolve it following your organisation’s policy and procedures.

3. Give four examples of verifiable evidence that can be used to review customer satisfaction.

4. Describe the interpersonal skills that are necessary when serving customers, including customers with specific needs.




[bookmark: _Toc418844256]Major Activity								
	Estimated Time
	1 Hour

	Objective
	To provide you with an opportunity to demonstrate your knowledge of the entire unit.

	Activity
	This is a major activity – your instructor will let you know whether you will complete it during class or in your own time.
Attach your completed answers to the workbook.
You must individually, answer the following questions in full to show your competency of each element:
1. Identify customer needs
2. Deliver a service to customers
3. Monitor and report on service delivery

1. Describe how you identify customers’ needs when delivering a service to them. You should explain how you:

· Use your interpersonal skills to identify and clarify customers’ needs
· Assess customers’ needs for urgency and determine priorities
· Inform customers about the available choices for meeting their needs
· Identify limitations in meeting customers’ needs and seek assistance where necessary

2. Describe how you deliver a service to customers. You should explain how you:

· Provide prompt service which meets organisational and legislative requirements
· Establish and maintain rapport with customers
· Handle customer complaints sensitively and courteously
· Provide assistance to or respond to customers with specific needs
· Identify and use opportunities to promote and enhance services and products to customers

3. Describe how you monitor and report on service delivery. You should explain how you:

· Review customer satisfaction with service delivery using verifiable evidence
· Identify opportunities to enhance the quality of service and products, and pursue these
· Monitor procedural aspects of service delivery for effectiveness and suitability
· Seek customer feedback and use this to improve service/product provision
· Report and make recommendations on critical aspects of service delivery clearly and with detail.
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