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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: 		_Kira Wesley - Rousch________________________________________
Address:	_1 Bangalow Street Highworth______________________________________
		_____________________________________________________________
Email:		__kira.wesleyy@gmail.com_________________________________________
Employer:	___Ms Grigg__________________________________________________________
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:		__Kira__________________________________________________________
Date:		__28th / 3 / 19____________________________________________________
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:		Kira Wesley - Rousch 
Date of Assessment:	28 – 03 - 19
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:  Great work Kira
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
[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?
Customer phones to book doctor’s appointment  
Employee; Hi how may I help you
Customer; what the opening hours are on Sunday.
Employee; the opening hours are …. Is there anything else I can do for you?
Customer; Ok great, could I book an appointment for 10;30am
Employee; Yes, do you have specific doctor you want to see?
Customer; No anyone will be fine, thankyou
Employee; Can I please have your name and details to book it in?
Customer; Provides details 
Employee; Summarise information back e.g. name, contact details, date, time of appointment



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 enters a hair salon and asks for a specific haircut but doesn’t have reference image, doesn’t describe want she wants very well
Employee; Sorry, I don’t quite understand what sort of hairstyle you want, what length is it and colour etc. 
Customer; It’s a medium cut with a bit lighter hair
Employee; Okay so, cut hair to shoulder length and dye it a couple shades lighter?
Customer; Yes that’s right but could you add some layers?
Employee; Yes, of course, would you like to book an appointment and bring in an image then? 





















[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 relate to obtaining information, buying a product or service or making a complaint. For example, a customer may ring an organisation asking for information about a particular product, its price and its availability. In these situations, there should be a fairly straightforward and swift response after checking the relevant details. If it’s 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
· Anti-discrimination and related policy
· Defined resource parameters
· Goals, objectives, plans, systems and processes 
· Legal and organisational policies, guidelines and requirements
· WHS policies, procedures and programs
· Payment and delivery options
· Pricing and discount policies
· Quality and continuous improvement processes and standards
· Quality assurance and/or procedures manuals
· Replacement and refund policy and procedures
· Who is responsible for products or services?







[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.

In scenario 1, the information given would be the opening hours and what appointments are available for that day and doctors on call
In scenario 2 , the employee would give some colour choices, lengths, styles etc. and see what the customer likes the best and then ask question more direct  until they have a clear idea of what the customer is looking for




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


· 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.





[bookmark: _Toc418844245]
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 fairly simple but the customer’s needs have not been met if the employee didn’t ask if the customer had a preferred doctor she would like to see.

Scenario 2 if the employee didn’t question the customer on the hair length and colour choice the customer might have been dissatisfied

1. Ask for another opinion from a colleague, supervisor or line manager
2. Ask for advice from the colouring treatment supplier
3. Offer to repeat the test after 24 hours to check its reliability
4. Offer a different colouring treatment option which does not include chemicals
5. Offer another technique which avoids the use of colour treatments, etc.
6. 
By doing this, the hairdresser can be sure that they have avoided a potentially harmful treatment option, met the legislative and organisational requirements and worked with the customer to find a mutually acceptable solution.
When you have identified any limitations in delivering the agreed service to the customer, you may be able to offer some possible solutions from your own experience. However, it may be necessary to refer these situations to others for advice and guidance. 





[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.


· Always acknowledge the customer with a smile and a polite greeting
· If dealing with something else (e.g. a telephone call), make eye contact with the customer to let them know that you have acknowledged them it would be even better if the person excused themselves from the phone call to say ‘I’ll be with you in a moment’ (or similar)to the customer
· Avoid keeping customers waiting for long periods of time – if you are behind schedule which will result in a delay for the customer, let them know this. They can then make a decision about how to use the waiting time – it is very frustrating to be kept waiting without knowing why or how long you are likely to have to wait
· Explain to customers what you are doing – you may have to go away to get an item or to check information, etc. If this is the case, tell the customer what you are doing so that they know you are still helping them and haven’t forgotten about them
· Use your interpersonal and effective communication skills to engage with the customer
· Make sure that what you provide is what the customer has asked for – this may require checking with them that the item/service provided is in line with what they were expecting
· Make sure that you follow your organisation’s procedures and any legislative requirements – avoid breaching procedures - at best, this may compromise your organisation; at worst, it could result in harm being done (e.g. if safety precautions were not adequately explained to customers, etc.).





[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?

It is exactly the same in an interaction between two people. Where there is little or no rapport, conversation is awkward, stilted and just generally difficult. Where there is rapport, the conversation seems to flow effortlessly and it is a much better and more enjoyable interaction. You don’t have to be the best of friends with your customers, but a little rapport goes a long way to delivering good quality service and giving the customer an excellent customer experience.



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

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.



[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?

Complaints offer a great opportunity for an organisation to understand a problem that has occurred. If problems are happening but there are no complaints, there is no way that the organisation will be able to identify the problems and stop them from happening. 

A complaint is a golden opportunity to highlight something that has gone wrong and then take steps to resolve the problem for that customer, but also to ensure that the same problem doesn’t keep happening in future.


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.

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.).





[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?


Customers are not all alike, and whereas you may have a ‘typical’ customer who buys your products or services, there will undoubtedly be those customers who have specific, individual needs which have to be met.

The important thing in this example would be for the salon staff to recognise that this customer may need additional assistance or special arrangements to be made to enable her to access the salon’s services comfortably and with dignity. 
This can easily be achieved simply by asking the customer if she is comfortable, asking what she needs and checking with her the suitability of the alternatives that are being offered. 
By doing this, the salon would be making some fairly minor adjustments to their usual service offering, but this would make a significant difference to the customer in terms of her comfort and ability to access the services available. And if the customer is comfortable and receiving a good service, she is very likely to return to that salon in future.


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 I am supporting an immobile person, their carer will tell me what signs, language, body movements, noise mean certain things and how to identify if they are uncomfortable.

. If a person lost an item or struggling to do something and become visibly distressed, you provide assistance by asking what is wrong and helping them to do what they wanted to or find something. 





















[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?

In delivering a service to a customer, the organisation can find out a significant amount of information about the customer and their needs. In chatting to the customer in the hair and beauty salon for example, the stylist may identify that the customer is preparing for a wedding and so they may suggest that a manicure or other beauty services may be appropriate. Working within their organisational guidelines, they may be able to offer a discount on additional services, or vouchers for use at a later date, for example. In the garden landscaping example, the gardener may establish that the customer is a keen bird watcher and may suggest some features or products for attracting wild birds to the garden.




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.



· 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.















[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?





· Identifying customers’ needs and delivering the service that they require is what good customer service is all about, isn’t it? On the face of it, this is indeed the case. However, an organisation that is serious about delivering good service consistently, and getting better at it, goes one step further – they monitor service delivery and identify areas for improvement.
· Your customers may be receiving excellent customer service, but if this is not captured or recorded, there is a missed opportunity for:
· Recognising your customer service strengths
· Identifying areas for development or improvement 
· Identifying trends which may inform future product/service delivery plans
· Informing the overall business planning process by hearing the customer ‘voice’, etc.




How and from where can you obtain customer feedback?

· Service calls
· Complaints
· Customer satisfaction questionnaire 
· Audit documentation and reports 
· Quality assurance data 
· Returned goods
· Lapsed customer’s 



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.


· Questionnaires 
· Star ratings
· Service calls 










[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.



· Returning to the hair and beauty salon, a quarterly customer satisfaction review might yield the following results:
· Eighty-seven per cent of customers rate their experience as ‘satisfactory’ or better in surveys
· Ten per cent of customers were critical about the range of refreshments available at the salon
· Seven and a half per cent of customers criticised the decor at the salon
· Two formal complaints were made about the hair colouring services
· One complaint was made about pricing
· Three complaints were made about the choice of music played in the salon
· An internal audit identified that one of the colourists has not completed their formal training and was colouring hair without adequate supervision.
· From this brief summary of the customer satisfaction data, it is clear that the majority of customers are satisfied with the service provided by the salon but that there is some room for improvement. It is important to take a measured and calm approach to reacting to customer feedback. 
· On the one hand, there may be a temptation to take a relaxed view of this feedback with the vast majority of customers saying that they are happy, but on the other hand the salon owner might be tempted to redecorate the salon, change the music and revise the pricing strategy – this may not be in the best interests of the business as a whole. A higher priority would be the training of the colourist as there are potential safety implications involved. 
· There may be a connection between the inadequately trained colourist and the two formal complaints about hair colouring services – this could only be determined by a detailed review of the data. 
· However, in priority order, it would seem that the salon owner should look at the colourist’s training before considering any other action




[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?


· to monitor the procedural aspects of service delivery for a number of reasons:
· To ensure customer equality and satisfaction
· To identify problems and rectify them during the service delivery and before they adversely affect the customer
· To reduce the costs of replacements; rework; refunds; etc.
· To limit customer 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.

In the hair and beauty salon, the reviewer could observe the service delivery against a checklist and note the aspects which delivered correctly and any that were incorrect or missing. It would also be possible to review the appointments system to check that the customer had been correctly booked in, that the correct pricing had been applied, etc. 

In this way, paperwork and other systems can be used to monitor that the service has been delivered correctly. Any deviations or variances can be investigated accordingly – again in the hair and beauty salon example, a non-compliance in terms of greeting the customer within a specified timescale could be due to the customer’s behaviour rather than the fault of the receptionist and this fact should be taken into account when assessing the effectiveness of the service delivery.
























[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?


It is important to remember that important decisions and the allocation of resources may be made as a result of such a report and so its accuracy and validity are essential.  Decisions may be made about withdrawing or redesigning products/services; allocating time, people and money to actions to improve service delivery; etc. and so it is important that these decisions are made on the basis of accurate and reliable information.
If you are unsure about the reporting protocols within your own organisation, you should seek advice from your supervisor or manager, or a suitable person with designated responsibility for customer service delivery













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


· The aspects of service delivery under consideration (e.g. which products/services; which areas of the business; which territories; etc.)
· The timeframe involved (i.e. the dates to which the report refers)
· Customer Satisfaction data (e.g. summary results of questionnaires/surveys; complaints; service call; audit/quality assurance data; etc.) 
· Key findings (a summary of the main points arising from the data – trends and patterns, etc.)
· Recommendations (suggestions for action to be taken to build on the strengths and tackle the areas for improvement, in priority order).
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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.
· Access and equity principles and practice
· Anti-discrimination and related policy

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.

Minimum standards include waiting time, effective communication, fairness, politeness, respond to emails within 24 hours, answer phone before 3 rings.

A customer wasn’t satisfied with their coffee.  The employee should ask I’m sorry, what exactly was wrong with it? Apologise and make them a new coffee and a complimentary cookie. Apologise once more and ask if there is anything you can do.

3. Give four examples of verifiable evidence that can be used to review customer satisfaction.
· Survey customers
· Star ratings
· Service calls
· Email questionnaires 
4. Describe the interpersonal skills that are necessary when serving customers, including customers with specific needs.
· Patience 
· Trust
· Reliable
· Truth
· Happy
· Non judgemental 



[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:
· Identify customer needs
· Deliver a service to customers
· Monitor and report on service delivery

· 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


· Interpersonal skills can range from communication, politeness, listening, attitude etc. 
· It is important to assess customers’ needs for urgency and to determine priorities as Customers’ immediate needs may relate to obtaining information, buying a product or service or making a complaint.
· 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.
· Limitations may include time frame, customers’ expectations etc. If you are simply unable to meet a customer’s needs, then it is important to say so, clearly and simply and without delay.

Make sure that you follow your organisation’s procedures and any legislative requirements – avoid breaching procedures - at best, this may compromise your organisation; at worst, it could result in harm being done (e.g. if safety precautions were not adequately explained to customers, etc.).
· 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 delivering a service to customers it is important to meet customers needs and provide prompt service in a timely fashion, organizations will usually have a customer service standard to ensure this occurs. Rapport is also very Important as it helps a customers to feel as if they trust you and helps conversations to flow naturally without effort, some simple ways to achieve this is by smiling, and showing the customers you’re listening and showing interest in what they have to say. Complaints are often viewed as something to be avoided by at all cost when in reality complaints offer an opportunity for learning and improvement. Being able to handle complaints sensitively and courteously and always aim to deliver a solution with benefits both parties. Customer have a range of specific needs that needs to be taken into consideration from; age, religious beliefs, gender, race etc. This can be easily achieved by asking the customer if they are comfortable, what they needs and checking with the suitability of options being offered.








· 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.

Identifying customers’ needs and delivering the service that they require is what good customer service is all about. However, an organisation that is serious about delivering good service consistently, and getting better at it, goes one step further – they monitor service delivery and identify areas for improvement. Customer feedback is essential for understanding the customer experience: what is working well and what is not working well. A regular review of customer satisfaction will highlight areas where service delivery is good and where it needs to improve. It is also important to monitor procedural aspects of service delivery but carrying out this type of procedure you are able to check if customers requirement are being met consistently and effectively and are the products being delivered according to the correct procedures. 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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