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Candidate Details
[bookmark: _Toc418844194]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: 		_____________________________________________________________
Address:	_____________________________________________________________
		_____________________________________________________________
Email:		_____________________________________________________________
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: _Toc418844195]
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:
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor Signature:		________________________________________________________
Activities
[bookmark: _Toc418844196]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?

Answers will vary depending on individual candidates’ scenarios, but they should make reference to a mixture of open and closed questions, and summarising and/or paraphrasing as a technique for checking understanding.

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?

Answers will vary depending on individual candidates’ scenarios, but they should make reference to a mixture of open and closed questions, and summarising and/or paraphrasing as a technique for checking understanding.
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	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?

Answers may include:

· To ensure that customers’ needs are met
· To avoid disappointment
· To avoid compromising any organisational and/or legal requirements
· To establish whether or not you are able to meet the customers’ needs, etc.

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.

Answers will vary depending on individual candidates’ responses but should clearly state any specific policies, procedures or practices which influence service delivery priorities.






[bookmark: _Toc418844198]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.

Answers will vary depending on individual candidates’ responses but should make reference to:

· The choices available to customers
· The written and/or verbal information provided to customers
· Assistance given to help customers choose their preferred option.

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

Answers may include:

· Giving customers full attention
· Maintaining eye contact, except where eye contact may be culturally inappropriate
· Speaking clearly and concisely
· Using active listening techniques
· Using appropriate language and tone of voice
· Using clear written information/communication
· Using non‑verbal communication e.g. Body language, personal presentation (for face‑to‑face interactions)
· Using open and/or 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.

Answers will vary depending on individual candidates’ responses but should make reference to:

· The possible limitations on providing what the customer wants
· Seeking assistance from designated individuals such as colleagues, customers, line managers, supervisor, etc.






[bookmark: _Toc418844200]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.

Answers will vary depending on individual candidates’ responses but they should justify the timeliness of the service they describe, and explain how they ensure that organisational and legislative requirements are met (e.g. by following procedures; documenting service delivery; etc.).





[bookmark: _Toc418844201]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?

Answers may include:

· It can make the difference between satisfactory/good customer service and excellent/outstanding customer service
· It creates a positive impression of the organisation
· It makes it easier to deal with difficulties or complaints, etc.

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

Answers may include:

· Use appropriate body language (e.g. smile; nodding, etc.)
· Ask questions to break the ice without intruding on personal information (e.g. ‘How are you today?’)
· Show that you are listening	
· Avoid distractions whilst dealing with the customer, etc.
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	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?

Answers may include:

· They provide information about things that have gone wrong so that steps can be taken to improve products/services to avoid similar problems happening in future
· They provide opportunities to interact with customers and convert a negative experience into a positive one

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.

Answers will vary depending on individual candidates’ examples but they should make reference to organisational procedures and any relevant legislation they have to consider when dealing with complaints. They should also set out their manner and approach when dealing with customers in this context, and show how they would demonstrate sensitivity and courtesy.
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	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?

Answers may include:

· All customers have the right to access your products and services
· If customers’ specific needs are satisfied, they may recommend your business or use your products and services again in future
· It may be an organisational/legal requirement to respond to the customer’s specific needs, etc.

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.

Answers will vary depending on individual candidates’ responses but should make reference to different types of need, how these needs are identified and what steps are taken to assist or respond to those customers. Candidates should describe how the support/assistance they provide for these customers is different from the norm.
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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?

Answers may include:

· To give the customer an excellent customer experience
· To generate additional sales
· To advise/inform the customer of products/services which complement their purchase
· To advise/inform the customer about extended timelines; returns and complaints policies and procedures; etc.

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.

Answers will vary depending on individual candidates’ responses but should explain how services and products are promoted to customers in three different ways.
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	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?

Answers may include:

· As a feature of good customer service, customer opinion and feedback is valued and listened to
· Organisations cannot understand the customer experience unless they receive customer feedback
· Customer satisfaction/dissatisfaction can identify trends or developments in relation to the products/services being offered
· Customer satisfaction/dissatisfaction can inform future decisions about products/services offered by the organisation, etc.

How and from where can you obtain customer feedback?

Answers may include:

· Face-to-face questionnaires and surveys
· Telephone questionnaires and surveys
· On-line questionnaires and surveys
· Customer comment/feedback cards
· On-line product/service reviews
· Complaints
· Social media, etc.

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.

Answers will vary depending on individual candidates’ responses but should include a clear description of the types of verifiable evidence being analysed (e.g. complaints; service calls; etc.) and the frequency of this.
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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.

Answers will vary depending on individual candidates’ responses but should highlight the data that was used on which the opportunities for enhancement/improvement were based. Candidate should also describe how they pursued this opportunity within the organisation in terms of whose support they enlisted, what action they recommended/took, etc.
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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?

Answers may include:

· To detect and rectify problems before they affect the customer
· To ensure customer satisfaction
· To reduce rework and complaints
· To ensure that correct procedures are being followed
· To satisfy legislative requirements
· To satisfy external parties’ requirements (e.g. equipment manufacturers; installers; etc.)
· To ensure quality and cost-effectiveness of service delivery, etc.

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.

Answers will vary depending on individual candidates’ responses but should clearly indicate how the service is monitored to ensure that it is effective and meets customers’ needs.
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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?

Answers may include:

· Readers of the report need to be able to quickly understand the key issues and sift out the important information
· Important decisions may be made on the basis of the report recommendations (e.g. product/service withdrawal or redesign; etc.)
· Resources may be deployed in response to the report (e.g. time; people; money; etc.)
· Credibility of the report writer may be at stake, etc.

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

Answers may include:

· The aspect of service under review
· The period of time that the review covers
· Details of who was involved in the review (including the report author)
· Details of how the review was carried out
· Summary findings
· Conclusions
· Recommendations
· Appendices (e.g. containing the raw data from which the summary findings have been drawn).




[bookmark: _Toc418844209]
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.

Examples of legislation might include (but are not limited to) Sale of Goods Act 1895; Occupational Safety and Health Act 1984; Disability Services Act 1993; etc. Candidates should show how the legislation they have quoted affects the way in which they deliver a service to their customers.

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.

Candidates should give an overview and highlight any key points such as waiting times, etc. They should describe their handling of a customer complaint including the nature of the complaint, the steps they took to handle and/or resolve the complaint and how this related to the organisation’s complaints policy and procedures.

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

Answers may include:

· Customer satisfaction questionnaires
· Audit documentation and reports
· Quality assurance data
· Returned goods
· Lapsed customers
· Service calls
· Complaints.

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

Answers may include:

· Listening actively to what the customer is communicating
· Providing an opportunity for the customer to confirm their request
· Questioning to clarify and confirm customer needs
· Seeking feedback from the customer to confirm understanding of needs
· Summarising and paraphrasing to check understanding of customer message
· Using appropriate body language.
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	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 – you should let the learners know whether they will complete it during class or in their own time.
Completed answers should be attached to the workbook.
They must individually, answer the following questions in full to show their 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

Effective interpersonal skills include:

· Listen to what the customer says
· Ask questions to check you understand what they want
· Ask for the customer’s feedback to confirm that you both agree on what is required
· Summarise and paraphrase the customer’s requirements
· Use appropriate body language.

Part of establishing the customer’s needs is gaining a clear understanding of their timescales and priorities so that this can be taken into account when reaching agreement with them. Using clear and specific questions will help you to establish the degree of urgency associated with the customer’s request. When you have this understanding, you can then proceed to agreeing what you will provide and when.

When informing customers of available choice, you should be:

· Giving customers full attention
· Maintaining eye contact, except where eye contact may be culturally inappropriate
· Speaking clearly and concisely 
· Using active listening techniques
· Using appropriate language and tone of voice
· Using clear written information/communication
· Using non‑verbal communication e.g. Body language, personal presentation (for face‑to‑face interactions)
· Using open and/or closed questions.

If you are simply unable to meet a customer’s needs, then it is important to say so, clearly and simply and without delay. A common scenario involves a service provider who visits a customer’s home or business premises to provide a quote for a piece of work but never actually submits a quote. Meanwhile, the customer is unable to take any other action whilst they await the delivery of the quote. This can happen for a variety of reasons. 

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

To understand what is meant by ‘prompt’ in your organisation, this may be set out in procedures or guidelines – if you are unsure, you should ask your supervisor or manager for a definition. 

Rapport can be built using the following tips:

· Smile
· Make appropriate eye contact
· Give the customer your undivided attention 
· Look and sound interested in the customer
· Ask appropriate questions
· Make appropriate gestures (e.g. nodding)
· Mirror the customer’s body language (but without mimicking them)
· Ask ‘icebreaking’ questions such as ‘How are you today?’, but without being obtrusive
· Show the customer that you are listening, etc.

When dealing with a complaint, use the following guidelines:

· Always acknowledge the complaint – thank the customer for bringing it to your attention
· Apologise, even if it’s not personally your fault– the customer will expect to receive an apology on behalf of the organisation
· Ask questions to determine the exact nature of the complaint and its effects
· Ask the customer what would be a good solution for them - are they looking for a replacement? A refund? A discount? A formal apology, etc.?
· Tell the customer what you are able to do to resolve the complaint – you must ensure that you act within your organisational and legislative requirements so you should not promise anything that is outside these parameters (e.g. if your organisation’s procedures allow you to offer an immediate replacement only, don’t offer discount on future purchases as well)
· Agree the next steps with the customer and check that they are satisfied with what you are proposing 
· Deliver the solution that you have promised – this may involve keeping the customer informed of your progress (e.g. calling the customer to let them know when they can expect redelivery of their item, etc.).

Customers may have a range of specific needs which need to be met. These include:

· Age
· Beliefs/values
· Culture 
· Disability
· Gender
· Language
· Religious/spiritual observances.

In addition to the opportunity to generate additional sales, interacting with customers affords other opportunities to promote and enhance products and services, which may include:

· Extending time lines – customers may be allowed additional time to confirm their order or complete their payment, for example
· Packaging procedures – variations may be made to packaging procedures to accommodate the customer’s needs (e.g. Removing packaging prior to delivery of an item, or removing the packaging after unpacking, etc.) 
· Procedures for delivery of goods – ensuring that delivery can take place at a time that is convenient for the customer, and ensuring that any special delivery instructions are noted and confirmed
· Returns policy – it is important for the customer to understand the returns policy in terms of the item condition, timescales within which a return can be made, refund arrangements, etc.
· System for recording complaints – customers need to know how and to whom they can make a complain if necessary. This is sometimes included within the paperwork accompanying a sale, or may be communicated to the customer in a follow-up letter or email to the customer at the point of delivery
· Updating customer service charter – when an organisation updates its customer service charter, there is an opportunity to review the way in which products and services are promoted and enhanced and identify ways of improving this.

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.

Customer feedback is essential for understanding the customer experience: what is working well and what is not working well. It is also a basic component of any customer service offering – the organisation provides a product/service to its customers, so of course it should be interested in whether or not the products/services are what the customer expects and requires.

The first step in monitoring service delivery is to obtain feedback about the customer experience using verifiable evidence. ‘Verifiable evidence’ is data which can be checked and is not based on intuition, gut feel or hearsay. 

This data can be obtained from many different sources including:

· Customer satisfaction questionnaires
· Audit documentation and reports
· Quality assurance data
· Returned goods
· Lapsed customers
· Service calls
· Complaints

A regular review of customer satisfaction will highlight areas where service delivery is good and where it needs to improve. 

The information obtained from a customer satisfaction review should be analysed objectively to reflect on what the data is saying. 

Some useful questions to ask include:

· What strengths are highlighted by this review?
· How do we maintain and build on these strengths?
· Are there any obvious weaknesses or areas for development? 
· Is there any contradictory data? If so, what other data do we need to look at to form a complete and accurate picture?
· What are our priorities for action?
· What action can we take to deal with any weaknesses? When? How?, etc.

The way in which the service delivery is monitored will vary depending on the nature of the service being delivered. 

The outcome from the review and monitoring of service delivery is usually a report which outlines the key findings along with any recommendations for the future. The report may be formal or informal, presented in writing as well as verbally (in the form of a presentation), etc. The style and format of the report will very much depend on the organisation, its culture and any reporting procedures.
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