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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: 		Jacquie Basnett
Address:	193 Coburg St West, Cleveland QLD 4163
Email:		jbasnett10@live.com.au
Employer:	Allroads Pty Ltd / Pink Plant Hire & Haulage Pty Ltd
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:		jbasnett
Date:		24 January 2017
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.
[bookmark: _GoBack]Learner 1:	____________________________________________________________
Signed:		____________________________________________________________
Learner 2:	____________________________________________________________
Signed:		____________________________________________________________
Learner 3:	____________________________________________________________
Signed:		____________________________________________________________
[bookmark: _Toc418844240]
Competency Record to be completed by Assessor
Learner Name:		_______________________________________________________
Date of Assessment:	_______________________________________________________
The learner has been assessed as competent in the elements and performance criteria and the evidence has been presented as:
	
	Assessor Initials

	Authentic
	

	Valid
	

	Reliable
	

	Current
	

	Sufficient
	



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

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

Comments from Trainer / Assessor:
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
[bookmark: _Toc415147200][bookmark: _Toc418782387]Assessor Signature:		________________________________________________________
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?
· There is a customer looking around the appliance section at some food processors
· I approach and seek to help the customer
ME: Hi, how can I help you out today?
Customer: Hello, I am looking for a food processor and need help in choosing one.
ME: No worries, I can help you out. Firstly, what will you be using the processor for?
CUSTOMER: Mainly for making pesto’s and crumbing biscuits up. I am thinking I need one with variable speed. Also, I want something that is quite easy to use and clean. And not big and bulky, so I can store it okay.
ME: Okay, and is there a price range you are aiming for? As you can see they vary from $99 to $649.
CUSTOMER: Well I don’t want to spend over $200.
ME: Okay, that really helps. Another question, are you after a particular finish? For example, white, stainless steel, black, red? 
CUSTOMER: Oh, definitely stainless steel. All my other appliances are stainless.
ME: Perfect, I have 2 options I can offer. But just to clarify first. You are after a stainless steel processor, no more then $200, with variable speed, easy to store and easy to assemble / disassemble for cleaning and storage?
CUSTOMER: Yes that is correct.
ME: Okay, I will go over these 2 units we have here. This one here has a 1000w motor and the other has a 750w motor. The 1000w is good when it comes to harder biscuits to crumb. The 750w processor does come with these extra attachments here. Are you likely to use any or all of these?
CUSTOMER: No, I already have most of these.
ME: Great, so I would recommend this Sunbeam processor going by what you have told me. It has good quality steel blades in 2 different sizes. The small one would be good for the pesto and the larger one for the biscuits. It is very easy to clean and has variable speed or pulse options. Also, today is the day to get this one. It normally retails for $199 however on special it comes to $139 which is within your price range. How does this all sound to you?





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?
Customer comes in requiring a 3 legged couch
· Open questions would be asked; ie questions starting with who, what, why, how. This allows the customer to expand on their unusual enquiry and allows you to understand and think if the request can be met.
· I would then summarise and repeat what the customer has said and ensure my understanding is correct.
· I would ask the client if they have seen a 3 legged couch anywhere and why they require just 3 legs.
· I would then go away and browse the systems for the desired items. If unsuccessful I’d advise the client I would take their details and continue searching and that I would be in contact if something came up. I would advise that I would be in touch even if I was unsuccessful also.
· Keeping the customer informed of the progress is good rapport for the company and makes the customer feel they are of value and more likely to return again in the future. 
































[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?
· To ensure you are not over-promising and under-delivering due to prior customer commitments (conflicting jobs)
· To ensure all legal requirements are in place before commencing jobs with the client
· To ensure all company policies can, and have been adhered to prior to job commencement











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.
· 1. Client Credit Applications – applications must be received in full and completed by the accounts department before a job runs. This can affect service of delivery if the client does not complete the application correctly before the commencement date. We assess customers’ urgency by gathering further information from the client or our operations team, like when the job is booked in to run. If it is a week or more away we work on the current / priority applications. However, if the job is to run the next day or that week then we process it as an urgent application.  This is generally the same day it is received by accounts.
· 2. Purchase Orders / Quotes – a signed quote and purchase order are to be returned by the client before a job has the approval to run. This affects service of delivery if the client does not return either of these before the job commences. Again we assess the priority and urgency by finding out from the client or operations team; when the job is booked to run and assess from there. Generally we chase up the purchase orders and signed quotes once the credit application has been approved and the account is opened (new accounts only). The contracts administrator who processes quotes is the person who chases the purchase orders and signed quotes. 



[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.
Written / Verbal Information
· I would point out the units the customer may be interested in from listening to their requests.
· I would show the customer the ease of use for the product I have chosen.
· I would then have the customer try out the unit by disassembling and reassembling it, as they requested a unit that was easy to use.











When interacting with customers, describe the key elements of effective communication.
· Give your full attention to the client / customer
· Eye contact, unless eye contact is culturally inappropriate
· Speak clearly and concisely
· Use active listening
· Use appropriate language and tone
· Use clear written information / communication
· Use non-verbal communication (posture, personal presentation)
· Use open / closed questions
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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.
LIMITATIONS – these may include;
· Not having the desired unit in stock
· The customer finding the unit hard to assemble / disassemble
· Customer not wanting a unit that has a blender attachment

SOLUTIONS – these may include;
· Calling the supervisor for a stock update or see if the store already has them on order (seek assistance from the store buyer)
· Ask if another sales person can explain the assembling / disassembling process in a simpler form
· Advise the client the other option would be the white unit. Search online for alternate units and see if the store can specifically order the desired unit in and obtain a timeframe for delivery































[bookmark: _Toc418782390][bookmark: _Toc418844246]Activity 2A 
	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.
Clients are invoiced within a suitable timeframe from the date of service
· We ensure clients have received their invoices by following up with the suppliers (truck drivers) for their outstanding dockets – this is performed weekly
· We also ensure that we are invoicing out weekly so no invoices / dockets are processed after an extensive amount of time





































[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?
Building RAPPORT with customers is important as it strengthens the relationship between the client and supervisor. It gives you an understanding of what the client is trying to achieve. Builds trucks between the two parties. Makes the client feel they are of value to the company.



















Describe what practical steps can be taken to build rapport with a customer.
· Smile
· Use appropriate eye contact (taking into account cultural beliefs)
· Giving the client all your attention
· Be interested
· Ask questions when required
· Using appropriate gestures
· Mirror customers body language without mimicking them
· Ask ‘ice breaking’ questions
· Show the client you are 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?
· To show the company something, somewhere has gone wrong.
· The company can take steps to resolve the complaint if the complaints are documented and recorded correctly.
· These complaints could show a consistent issue which can be resolved by providing training to those involved.
· Further steps may need to be taken for lack of attention to detail, as this issue could be costing the company and end up making a loss on the job 






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.
COMPLAINT- Client has been charged for too much material exported from site. This would be handled by sending the client associated dockets showing the loads that were signed by their site supervisor and are correct. The reply to the customer would be quite simple.
· ‘Thank you for raising your concern regarding the load quantities charged on invoice ****. We have invoiced out as per the signed dockets from your site.  I have attached the dockets for your review. They have been invoiced as per the dockets and BCIP Act. If you have any further queries please advise and I will have the sales rep contact your directly to discuss’. 
· I would follow up this issue with the client if no response is made after 3 days. If they are happy with the information sent then the query is closed.
· If they are not happy with the information, the query along with all email correspondence is forwarded to the sales rep and sales manager. They will then work together for a resolution.








[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 they are satisfied with the service being provided
· It is also important because of religious beliefs / values
· They may need specific attention before another client (at the doctors or hospital)
· Denying their needs may be breaching of the legislation











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.
· 1. A company requires dockets with invoices
· We ensure these needs are met for this customer by scanning invoices & dockets together before emailing the invoices
· 2. Purchase order numbers are required
· We ensure this need is met by making sure the purchase order number is on every invoice before emailing the client their invoices



















[bookmark: _Toc418782394][bookmark: _Toc418844250]Activity 2E
	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?
· This can lead to add on sales
· They may be able to offer vouchers or discounts for additional services
· This will have the client return and spread a positive word / recommendation about the business










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.
· Client wants to extend payment terms on a bulk works job. They advised they will pay the invoice in full once they work has been completed and the job is completely signed off
· Client wants to have their job extended for another month with us. But they want the rates review because they are giving us an extra month worth of work
· Client wants to have loads of dirt delivered the same day the job is booked. Generally this is doable given that there are trucks available.











[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?
· There are changes the company is missing out on recognising their strengths
· They are not able to recognise or identify any issues or improvements that can be made
· Gives the company an overall view from the customers point of view / side





How and from where can you obtain customer feedback?
· Customer satisfaction questionnaires / surveys
· Audit documentation and reports
· Products that have been returned and the reasoning






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.
· Job profit analysis- performed monthly to show if a job is making or loosing money. Investigations are performed for abnormalities and records of credits given are analysed.
· Subcontractor feedback form- sent out every 4 months at our company BBQ
· Review of clients to see active and inactive clients. Investigate why jobs are not going ahead with any new inactive clients












[bookmark: _Toc418782396][bookmark: _Toc418844252]Activity 3B
	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.
JOB ANALYSIS
· Upon reviewing jobs it was found that clients were declining hourly hire quotes and going to our competitors for hourly hire jobs. 
· Our rates were then reviewed and reduced.
· Clients that went to our opposition were contacted and jobs started getting quoted, we began to win jobs.
· This is reviewed monthly to ensure business is still successful with the reviewed rates.
· Customers are returning and advised if there are any issues regarding the service that they direct them to the sales manager.
































[bookmark: _Toc418782397][bookmark: _Toc418844253]Activity 3C
	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?
· Customer equality and satisfaction
· Identify problems and resolve them before they affect the clients
· Reduce the costs of replacements, rework and refunds
· Limit complaints from clients
· Procedures are being followed correctly
· Ensure legislative requirements are met
· Satisfy manufacturers, suppliers etc
· 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.
· We monitor this by using a run sheet for jobs daily
· All information regarding invoice and pay rates are to be completed as per the sales reps quotes
· If the client requires purchase order numbers these are recorded on this spreadsheet
· Any other client information regarding the job is noted on this run sheet
· If there is any information missing this creates delays in payments to the business from the client and a lot of double work for accounts and operations














[bookmark: _Toc418782398][bookmark: _Toc418844254]Activity 3D
	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?
Service delivery reports needs to be clear, detailed and contain valid recommendations so they can be used in the future. The reports outline recommendations for action to be taken and shows areas for improvement. This is most successful wen the reports are clear, easy to read and contain the information required in detail.










List the contents for a typical report on service delivery in an organisation.
· The aspect of service delivery under considerations
· The time frame
· 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.
BUILDING AND CONSTRUCTION INDUSTRIES PAYMENT ACT 2004
· 17A Time requirements for payment claims
We ensure we comply with the time frame of payment collections by following up client with required payment dates. We also ensure that the payment amount matching us before the account is due for payment. The time frame for payments is detailed in our credit application which the client signs before commencement of their first job. We also state on our invoices ‘This claim is made under the Building and Construction Industry Payment ACT 2004. Claims arising from invoice must be made within seven working days’. 
· 19 Can sequences of not paying claimant if no payment schedule
We use this requirement when clients cannot pay their account by the due date or cannot pay altogether. A claim is made to our debtor insurer and this is put against their credit rating and a letter of demand is sent by our solicitors. The account is put on ‘hold / stop credit’ until payment is received in full and the client can prove they can pay a credit account. If the account remains unpaid 30 days later, the customer is served again.

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.
· When delivering a service to our clients, we must follow a set procedure to ensure the job runs smoothly. The sales rep co-ordinates a job with the client and verbally arranges the rates, this is then written up into a quote by the contracts administrator, the contracts administrator then sends this through to the client and has the client sign the quote and send it back with a purchase order before the operations team can book in the job. The job is booked in through the rep and operations and the rep advises the client if there are any issues with the job or vice-versa. The client always communicates with the sales rep rather than being passed on by each staff member in the process. When complaints arise regarding a job this is communicated from the client to the sales rep and they attempt to resolve the issue before getting the sales manager involved. If the rep can solve the issue before it escalates to the sales manager they phone the sales manager and advise of the issue and the outcome. If the complaint is related to the accounts side of the job, the sales rep advises the client to contact accounts or advises accounts that there is an issue and accounts attempt to resolve it. If they cannot resolve the issue they discuss this with the sales rep and sales manager when they are next in the office and attempt to resolve the issue with all parties are together. A complaint that was recently received was where a client believed they should have only been charged ½ hour travel, however this was on their quote that 1 hour travel would be charged. The client then sent through their purchase order where the travel was not stated as ½ hour and the sales rep had no advice of ½ hour travel. I advised the client that due to there being no travel requirements stated on the purchase order and the quote stated 1 hour travel, that is what was to be charged. I then advised the sales manager and sales rep of the situation and the sales rep contacted the client and discussed the matter. The sales rep advised myself that 1 hour was correct and in the future they had to state only ½ travel on their purchase order and to cross out 1 hour travel on the quote when signing it. The client agreed and understood that we couldn’t go back and amend to ½ hour and were happy.

3. Give four examples of verifiable evidence that can be used to review customer satisfaction.
· Verifiable evidence can be a customer questionnaire, review of returned goods, reports / audit documentation, lapsed customers

4. Describe the interpersonal skills that are necessary when serving customers, including customers with specific needs.
· Listen to what the customer says 
· Ask questions to ensure you understand what they want (ask open questions)
· Repeat the customers’ request back to them and ask for feedback to ensure you have understood the request correctly
· Use the appropriate body language, along with ensuring you take into account any cultural values / beliefs



[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
· To identify a customer’s needs, open ended questions should be asked. Open ended questions would generally start with who, what, where, when, why and how. Give the customer your full attention and make eye contact (unless of cultural beliefs). This allows you to pick up on important non-verbal points the customer may be presenting. Look at their body language and assess what the customer is portraying. For example, their facial expressions, posture, hand gestures etc. Ask questions to clarify you understand what the customer is requesting. This helps by making sure both you and the client have a clear understanding on what is requested. Establish a time frame to meet the customers’ expectations. These time frames vary from industry to industry and the nature of the request. Some requests may be immediate which means you need to prioritise with current work and prior customer requirements. Some may be long-term which means if there are prior customers [pending work this can be completed before the new long-term client request. When it comes to informing the client of a result to their needs, it can be done by written advise (letter / email), online advise, graphical, quotes or costs involved that may be required before the client is satisfied to go ahead with the order / purchase. It is important to advise the customer of any limitation before agreeing on taking the job. These limitation may be the cost to the customer, the requested time frame could be too short / soon for the company, incompetent to do the work requested.

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
· When providing a service of delivery to customers it is important to provide prompt service. Prompt service can vary between organisations and legislative requirements. Staff should have an understanding of what prompt service is within their organisation. Having rapport with customers is important to the service of delivery. Have rapport assists the customers’ experience run smoothly without them feeling awkward or like the sale is difficult.  Rapport can be built by giving the customer your undivided attention, smiling, asking questions, showing the customer you are listening and paying attention. Rapport is basically built by having good customer service skills. This will have the customer returning and spreading a positive word about the business and refer family and friends. Have rapport also helps when dealing with conflicts / complaints. When handling customer complaints it is important to thank the customer for addressing the complaint / issue. It is good to be apologetic to the customer, ask questions to establish the nature of the complaint and what effects it will have on the company. Ask the customer what they believe would be a fair and suitable solution (if they haven’t already stated this in their complaint). Advise the customer of how you in your position can resolve the complaint and who would need to be involved if you haven’t got the authority to resolve the complaint how the customer feels suitable. Speak to the customer about a resolution and deliver the resolution suggested. Also, advise the customer what timescale they can expect a resolution by. Customers may have specific needs that need to be met when delivering a service. Needs may include cultural beliefs / values, disability, gender, language, age etc. It is important to address these needs when dealing with clients to ensure they do not feel discriminated against. Some needs may need to be met with before assisting another client (eg hospital). If you deny a customer with specific needs this may be in breach of legislation and classed as discrimination. When you identify a customer with specific needs alternated arrangement can be made to suit the customer. Organisations may be able to promote and enhance services when delivering a service to customers. These opportunities can be achieved in a number of ways. For example a customer may have a timeframe of when a product needs to be delivered by. The company can achieve this by making notes on the customers file to ensure this request is met. If the company can achieve this request it is likely that customers would recommend the business to family and friends enhancing sales. Companies can enhance services with customer complaints. Companies want to be the best, the way this can be achieved is by recording complaints when they are made. With complaints being recorded companies can review complains and address any reoccurring issues. Addressing issues can be resolved by providing training to staff or further measures if required, or a general review of the company and make changes as required. It is important to follow up complaints with the customer, whether if it is through an apology letter or other resolution, they should be made aware of the resolution.

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.
· Monitoring and reporting on service delivery can be reviewed by using evidence that can be used as ‘proof’. This is referred to as ‘verifiable evidence’. Verifiable evidence can be made up of 1 or multiple data sources. These vary from customer surveys / satisfaction questionnaires.  This is where customers can give anonymous feedback relating to the customer service received, the company processes, and general service of delivery. This data can then be produced into reports to analyse the service of delivery for a period of time. Audit documents can be used as verifiable evidence as this will highlight particular cases where customers are satisfied or dissatisfied with the service of delivery. With return of goods shown on the audit report, if customers receive credits, any delays in payment of accounts etc. Returned items can also be used as verifiable evidence because the company can review the common suppliers that have goods returned and the company can review the quality of the suppliers’ items. This can also be brought to the suppliers’ attention.  Lapsed customer are also verifiable evidence as they are customers that are no longer trading with the company. Companies can investigate why these customers are no longer trading and produce a solution which could bring them back and begin trading again. By reviewing customer satisfaction data, it points out ways the company can improve / enhance customer sales and improve the quality of service and products. When reviewing items that could be improved these should be made a priority over then a positive review. But not allowing the positive to be forgotten about as these show the staff they are appreciated in the service they provide. It is important to have negative reviews as a priority as these are the ones that will cost the company. Reviews are generally a summary of customer feedback, both positive and negative. The summary should include some recommendations of action. These can then be given to the appropriate department / s (this is referred to as ‘proper channels’). Proper channels can include: reports going to general / sales managers, copy given to the person / people involved in the report, verbal feedback to those involved. Monitoring the procedural aspects of a delivery of service is important to ensure the customer is satisfied and treated on an equal basis to other customers. Monitoring procedures also points out any issues which can be resolved before reaching the customer, and ensures that any legislative requirements are met. Monitoring procedures reduces the number of customer complaints because all staff are aware of the process in delivering a service to customers. In summary, monitoring procedures ensures all information is up to date and any changes are made when required. Procedures list out the processes to deliver a services to customers. If procedures aren’t met, this affects the service the customer may receive. It is important to report and make recommendations on service delivery because this outlines any faults within the company that can be improved, which will improve the customer service. By seeking customer feedback you are showing the customer that you are willing to work on any improvements that they believe need attending to. Reports on service of delivery would generally include information on the service in question, the timeframe the report relates to, the customer feedback data (any documents from the customer), the key findings (may detail common occurrences), and any recommendations. Recommendations list a number of wats the issue can be resolved. One or all of the recommendations can be used until a resolution has been met / made. Recommendations pay be put into order of priority to ensure the most important is dealt with promptly. It is important to know that a service of delivery report accurately summarises any and all findings after reviewing the customer satisfaction data. Even if the review recommendation is maintaining the level of service. Staff like to know they are delivering a satisfactory level of service to customers.
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