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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: 		Rani Doyle
Address:	94 Bald Hills Rd 
		Bald Hills
Email:		rani_doyle@hotmail.com 
Employer:	Securcom
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:		10th March 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.
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?

A customer walks into a shop they’ve never been to before and find themselves lost. The employee should:
· Make the customer feel welcomed by greeting them, “Hi mam/miss/sir.” 
· Maintain appropriate body language:
· Open, friendly facial expression, possibly smiling
· Eye contact 
· Upright posture 
· Open hand gestures 
· Calm, friendly tone of voice 
· The employee should offer service “is there anything I can help you out with?” 
The customer would like to find the electronics section. 
· The employee should direct the customer in the correct direction maintaining the appropriate body language listed above. 


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

A customer comes into a shop and asks if we sell a particular colour lipstick in the makeup section. The employee that the customer has asked does not work in the makeup department so her knowledge for the makeup in stock is limited however the employee must try and help the customer. The employee should: 
· Repeat the steps in the previous activity to make the customer feel welcomed and happy. 
· Ask further questions of what lipstick the customer is looking for to find out more information on the product the customer wants e.g. “Are you leaning more towards nude toned lipstick?” “Are you looking for a particular brand?”  
· By looking at the lipsticks that the store supplies and communicating with the customer to discuss what lipsticks might interest them, make suggestions of brands that they might be interested in e.g. “Maybelline have a nice selection of colours close to your preference.” 






[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?

It is important to assess customers’ needs for urgency to satisfy the customer and meet the customer needs and avoid aggravating the customer and possible causing uncomfortable situations. For example, if the customer is in a hurry to get an answer, try to give an answer as soon as possible.  





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. Fair trading Requirement
The objective of the Fair Trading Act 1989 is to ensure that consumers are being treated fairly. As an employee who works in customer service this legislation is a requirement within our business and I must apply it when delivering customer service and ensure that all customers are being treated appropriately according to the Fair Trading Act. 
2. Anti-discrimination Requirement
The objective of the Anti-discrimination Act of 1991is to ensure that everyone is treated equally. The Anti-discrimination Act 1991 prohibits the discrimination of people based on their Sex, relationship status, pregnancy, parental status, breastfeeding, age, race, impairment, religious belief and/or religious activity, political belief or activity, Trade union activity, Lawful sexual activity, gender identity, sexuality, family responsibilities, Association with, or relation to a person identifies on the basis of and of the above attributes. 
As an employee who works in customer service it is my duty to ensure that I am treating each customer equally and I am not treating someone differently due to any of the above attributes. 






[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.

(Scenario 1)
After the customer asks me where the women’s section is I would give clear directions to where the lady’s section is. I would then ask if she was looking for anything in particular. If so I would make some recommendations to what she might be interested in. If not I would advise her that if she needs any help I am here. Whilst doing so I would maintain a positive body language and a friendly tone of voice.  

(Scenario 2)
To help the customer find the lipstick shade that she is searching for I would have a conversation as to what she is looking for. I would also advise her that I don’t actually work in the makeup department but I am still happy to help. After having a conversation and learning more about what she is looking for, I would make recommendations of brands that have a nice selection of the colour that she is going 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 nonverbal 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) 
A limitation in this scenario is that I am a new employee and still unsure where some things may be located. In this situation I would consult with my supervisor or an employee who has been working at the shop for longer than you have to give the customer an answer. 


(Scenario 2) 
A limitation in this scenario is that I do not work in the department the customer is seeking help in. She is looking for a shade in lipstick and my knowledge of the makeup that the store stocks is limited. I would try and work with the customer to find a lipstick she might be interested in. Alternatively I would pass the customer onto someone who works in the makeup department.
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	Estimated Time
	15 Minutes

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

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

I give over the phone customer service in my role at Securcom. To ensure that I am meeting customer needs I actively listen to the customer. I ask plenty of questions to ensure that I am receiving accurate information regarding the enquiry so that I know exactly who I need to refer the enquiry to and satisfy the customer’s needs. 






































[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 important to build rapport with customers so when serving the customer it doesn’t seem like you do not want to associate with them and make the atmosphere between the customer and the employee negative. 


















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

By actively listening to what the customer is saying and asking open questions in response is an effective way to create rapport in a conversation. Asking them general questions such as “how has you’re day been?” is also a great way to create rapport.
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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?

Complaints allow organisations to identify issues in the company and creates opportunities to develop and provide a better quality service to the customers. 












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.

Maintaining a calm tone of voice I would apologise on behalf of the company that this issue has occurred. I would actively listen to the issue the customer has and show empathy and understanding to the customer. I would assure the customer that we will find a resolution to this issue and thank him/her for bringing the issue to our attention.   



















[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?

By assisting customers and being able to meet customer’s specific needs creates a positive relationship between customer and company thus upholding a positive reputation for the company. Customer’s satisfaction is the priority in customer service, so an employee should do as much as possible to meet the customer’s needs at the customer’s convenience. 












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.

(Example 1)
Speaking in a tone of voice that is appropriate for the situation. 
For example, if the customer is making a complaint, it is appropriate to speak sensitively and with empathy for the customer. 

(Example 2)
If the customer has a disability that may make receiving information difficult such as having a hearing impairment, the employee should find a way to meet the customer needs. This may be done through written communication as an alternative to understand each other and what the customer wants. It is important to maintain friendly body language and smile so they know that you are happy to help them and assist them. 











[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?

It is important to promote and enhance services and products to customers as their needs are priority and by delivering service to customers at their convenience creates a positive relationship between customer and company.






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.

1. Procedure for delivery of goods
· If the customer needs service work done at their site urgently we can organise a technician to come out to their site as soon as possible. 

2. System for recording complaints 
· The customer needs to file a complaint to the general manager or directors. If a customer calls asking to file a complaint I must advise them to send it to the email that is overseen by the general manager and the directors as I do not have the authority to process the complaint itself. 














[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?

It is important to regularly review customer satisfaction so the company can identify customer service strengths and areas we can develop and improve on for future service. It also allows the organisation to recognise trends in customer feedback. 





How and from where can you obtain customer feedback?

Customer feedback is generally sent through our email that is overseen by the general manager and director of the company.







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.

When re quoting clients on their needs, reports are compiled and reliable evidence to review customer satisfaction such as returning customers, client feedback and the Sales department (who work closely with our customers) are used.  
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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.

In our organisation we are allowed to play the radio as background music. I didn’t realise that my music was playing a bit too loud and customers found it a bit hard to hear with the music. My manager brought this to my attention and advised me to ensure that I bring the music volume down a bit. By doing so allows for customers to understand and hear what I am saying more clearly.
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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?

It is important to monitor service delivery so that the company can identify: 
· Customer Service strengths
· Areas for development and improvement 
· Trends which may inform future product/service delivery plans














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.

At Securcom. We monitor the procedural aspects of service delivery through regular feedback from customers by the Sales department team meetings and the reviewing of the customer’s past, present and future work. 





















[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 that all details on service delivery is clearly detailed with valid information so that if a customer is not impressed with the service delivery and would like to make a complaint, we have accurate information of the service delivery that we can refer to if needed. 














List the contents for a typical report on service delivery in an organisation.
The contents of a typical service delivery should include: 
· The customer details including name, address, contact number etc. 
· The customer’s thoughts on how their service delivery – satisfactory/ unsatisfactory 
· [bookmark: _GoBack]Detailed description justifying why the customer service was satisfactory/ unsatisfactory
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Skills and Knowledge Activity
	Estimated Time
	45 Minutes

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

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

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

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

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

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

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

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

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




[bookmark: _Toc418844256]Major Activity								
	Estimated Time
	1 Hour

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

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

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

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

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

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

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

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