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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: 		_____Gemma Martin                                       __________________________
Address:	____28-30 Whitaker Road, Cedar Grove                   ____________________
		_____________________________________________________________
Email:		____gemevem@hotmail.com_____________________________________
Employer:	____RHM Building Innovations____________________________________
Declaration
I declare that no part of this assessment has been copied from another person’s work with the exception of where I have listed or referenced documents or work and that no part of this assessment has been written for me by another person.
Signed:		____________________________________________________________
Date:		____________________________________________________________
If activities have been completed as part of a small group or in pairs, details of the learners involved should be provided below:
This activity workbook has been completed by the following persons and we acknowledge that it was a fair team effort where everyone contributed equally to the work completed. We declare that no part of this assessment has been copied from another person’s work with the exception of where we have listed or referenced documents or work and that no part of this assessment has been written for us by another person.
Learner 1:	____________________________________________________________
Signed:		____________________________________________________________
Learner 2:	____________________________________________________________
Signed:		____________________________________________________________
Learner 3:	____________________________________________________________
Signed:		____________________________________________________________
[bookmark: _Toc418844240]
Competency Record to be completed by Assessor
Learner Name:		_______________________________________________________
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?


Customer approaches with an enquiry for a Shed. 
I would let them know we would happily take their information down to send out a quote. 
Ask questions:
· Customer contact details
· Does the customer know what they want? Size, colour, placement?
· Do they want any additions? Roller Doors, Whirly birds, Windows, etc?
· Do they have any special requirements? Time restraints?

Write down all information given and confirm contact details, letting the customer know that a quote will be sent out as soon as possible.


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


Customer approaches with an enquiry for a carport with an odd shape, spanning partly over the roof of the house and can’t give much more detail into what they would like as they aren’t sure what they can have. 
I will ask the customer for their contact details and check if they are happy for a staff member to pop out and go over the plan with them on site.
If they are, I will confirm the customers details and set up a site visit for the salesman to measure up and discuss what can be done. 
















[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’s important for us as a business to know what the customer is wanting and for the customer to know what is possible. 
It is much better to understand the customer’s timeline so that we can try to aim for that, either by bringing things forward or pushing them back – otherwise it’s equally good to be aware so we can let the customer know what is possible and they can decide if that has an effect on their decision. 







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.

A lot of customers need other services that have a time stamp and affect our timeline. 
Example 1 – 
Council Approval.
A lot of customers are required to apply for approval of their project. The customer is made aware of the approximate time it takes to find out if it is approved and that we can not proceed with the next step without it. If the customer urgently wants their project completed, it is feasible to allow a signed consent to go ahead while waiting for approval. This option is ventured if the customer is in need of it by a time that we can’t make due to Example 2 (see next) and the whether their needs coincide with if it’s likely to come out approved.

Example 2.
Materials delivery.
Materials take 3-4 weeks to be delivered after ordering, the customer is made aware of this at the start. There is very rarely any room for movement but if they have a need for the project to be delivered within a certain time frame, a little earlier or at a later time – maybe they have other works being done at the same time that need to work with us, we make note of the dates and confer with our suppliers in getting the dates that work to the best of our abilities. 
By making note of this at the beginning, it allows us to be straight up with our customers if another wants the same dates or around the same. They can be made aware that it mightn’t be a possibility and something else can be worked out.



[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.

A customer approaching me for information on a Shed, I would offer the options of our brochures or images to look through to get an idea of what styles/sheeting/colours they might like. Having the images and information in front of the customer, I can then verbally go through it with them and discuss their options with them being well informed on what they could be asking for.






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


Eye contact and giving the customer your full attention is a great start to effectively communicating. Maintaining eye contact where appropriate, speaking clearly to the customer while asking or answering 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.


Custom projects that variate from the straight forward project, I may need outside assistance as it is outside my expertise. In the case stated in Activity 1A, I would seek assistance from our Construction manager or Salesman to either speak to the customer themselves if they are available or take the customers details, make a time for someone to drop by the site and work out what the next step is. This way the customer is getting accurate information. 





































[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.


When answering the phone, I make sure to answer it within a couple of rings and after answering, always with proper customer etiquette for our company. 
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	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?

Customers that we build rapport with, in the first moments of them walking in and continued, are much more comfortable and likely to take in and open up their options. Allowing us to work with them properly with what they want and a lot of times, have repeat customers. 










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


Creating a friendly atmosphere with a ready smile, giving the customer your attention and starting with the base questions and working the way out from there, dispersing occasionally with some small chat and allowing the customer time to feel more comfortable. 























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

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

	Activity
	What opportunities do complaints present to an organisation?

The ability for the company to see where problems may lay and in some cases where the customer has been happy with the way they are treated and/or the outcome, we gain a returning customer or have customers recommended our way. 





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.

A customer calling to complain their materials have not been delivered when we stated they would be. The customer has every right to be agitated, I would acknowledge the customers complaint, apologise and assure them that I understand their worries. As I would need to check through other avenues to find out what happened, I would let the customer know that I hear them and I’m about to get on to the deliveries to find out what has happened. I will take down their best contact details and make sure they know I will be back in contact. 
After calling around and finding out what’s happened, whether the delivery is just a bit late, delivered to the wrong spot or been missed – I sort out the best outcome and get back to the customer with the information and another apology for the delays. Majority of the time, the customer is just happy to know what’s going on and accepts without any more issues. 

















[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?

Some customers may have different needs or requirements than the average buyer. If we don’t identify and respond to these, the customer can be left feeling like the experience they received was lacking or feel like they don’t want to take it further. 











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

1. Some of our older and/or less tech savvy customers can not respond through email, in which we do a lot of our correspondence so these customers we make special allowances for, making sure we have the best way they would like to be contacted or create certain days we are able to drop paperwork by and discuss or vice versa, depending on location and availability. This is usually discerned through the process of taking down details or during initial chats/discussions.
2. Some of our customers and us hit language barriers, where their accent is a bit too thick for easy understanding or they speak very little English. Often they already understand and have someone ready to translate or speak mostly via email correspondence but sometimes we do need to make note that the customer is difficult to understand and make adjustments. 












[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’s important to promote and enhance services to our customers in what they are interested in, it shows we are listening and have an interest in what they want. The customer has a better experience and can end up vying for more than they originally came in for, or choose options that better cater to their needs.



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. Our normal Contract has a predetermined timeframe of events that in talking to the customer, we can cater to moving the frames to suit their needs.
2. On delivery of our products, sometimes our suppliers can not work as closely with us as we need for what suits our customers, so we can choose to hold their product until it’s time to start the project, the customer is always made aware through our processes.
3. The customer is made aware that we can replace or repair damaged goods within a range of time, within limitations but also open to discussion. 














[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?

Reviewing customer satisfaction regularly allows us to see where our strengths are and where our weaknesses fall. Knowing what needs improving on, what works with some customers but not always with others, services that customers appreciate – All together allows us the opportunity to build a solid customer service experience within our team. 

How and from where can you obtain customer feedback?

Customer feedback can be obtained through customers via emails, feedback forms or surveys on completion of a project or during.




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.

On completion of a project, I send out a feedback form for the customer to fill out with final documents. This allow us to see the level of satisfaction the customer had, why they chose us and any concerns/improvements for the future. 

When a customer makes a complaint, it is recorded and dealt with as needed but it is also treated as a report, the information taken and used to help notice trends and things needing improving on or changed in the bigger picture, not just on the spot for a single customer.

When a customer is deemed ‘unsuccesful’, they are put into the unsuccessful cue with a note to the process and why the job fell through. This helps our company review any regularities between unsuccessful clients.











[bookmark: _Toc418782396][bookmark: _Toc418844252]Activity 3B
	Estimated Time
	20 Minutes

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

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

Through customer surveys, it was identified that even though we have an established timeline for our processes and clients are made aware from the start – they felt more communication during would help their experience. 
The gap between each part of the job, though standard, can be disheartening for customers with no communication and make them feel excluded. This discovery prompted us to send or call with more updates to confirm and remind the customer of the next step or how things are developing. 































[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 reduce the likelihood of the customer having an unsatisfying experience by picking up on problem areas before they become a complaint.











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.

Our organisation has a system we keep up to date with all information regarding our customers, every step that’s taken is entered and monitored so that everyone is aware and up to date, including the customer.


























[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?

This way the information can be carried across and easily understood, actions can be taken and needs met.














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


Which products or services
The time frames
Customer satisfaction
Main findings, trends
Recommendations




















[bookmark: _Toc418844255]
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.

Working as part of accounts receivable, I have to follow up the customers that have late payments, ensuring that I follow the legislative guidelines not to harass. 
When a customer calls in for a quote, within the discussion and quoting stages I am required to make the customer aware that they need council approval to go ahead. 

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.
Whether it’s a telephone call, email or walk in, it’s our policy not to keep the customer waiting. They are made aware of any wait times regarding receiving the quote, deliveries, awaiting other suppliers or businesses. 
When a customer has a complaint, it’s our policy to give them our full attention and give them the chance to have their say, take their details and take the steps to fix the complaint.
Example of a complaint – 
Customer called wanting to talk to the manager who wasn’t available.
I asked if there was anything I could help with and the customer established that their product was faulty and they were not happy. I took down what the customers details and assured them I would talk to the people who installed the product and get right back to them, also establishing what times they would be available for the installer to pop out.
I moved on to calling the installer and organised them to pop back out that day and check/fix the issue. The customer was happy to have a solution quickly.


3. Give four examples of verifiable evidence that can be used to review customer satisfaction.
Customer Feedback forms, 
Satisfaction Surveys, 
Complaints Register, 
Lapsed Customer list

4. Describe the interpersonal skills that are necessary when serving customers, including customers with specific needs.
Active listening skills,
 Asking questions on what the customer is talking about to confirm and establish more information, 
Appropriate Body language



[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
When the customer enters, within the first few moments they are greeted and asked how we can be of help. Some customers hesitate and are unsure, which opens them up to more options while others come in knowing what they want and we take their details and run with it. When we have a good idea of what the customer wants, it’s good to determine where they stand with timelines – did they have a deadline? If they do, can we do it within that time and if it’s possible to be a bit difficult, discuss other options.

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

Telephone: I answer within the first few rings, always quoting the company and my name respectively, with cheer.
Email: Answer within 24 hours and if I can’t answer the email properly, I will answer let them know It’s being looked in to so they aren’t left waiting. 
Walk ins: The customers walk in to be able to talk directly, not usually to look around so we try to respond within the first 30 seconds of them walking in. 
Always greeting the customer with a smile and asking how they are and what can I do to help, starts off on a good footing. Follow up questions or answers on the opening discussion can often lead the customer to feeling much more comfortable. 
When I’m needing to pass on to someone else for parts better handled by a more experienced team members, I build rapport between them by establishing who the team member is and what they can help with and vice versa.
If a customer has a complaint, it’s handled with care – listening to the customer with what they have to say, responding appropriately to show they are being listened to. Make note of the customers complaint and if it’s not something that can be handled on the spot, assure them it will be dealt with and confirm the best contact details. 
A customer with specific needs, maybe an elderly person – I would treat them like normal but take note of anything that they might need different and work from there. For example, In the case of the customer not having forms of technology, plans are put in place to communicate with the customer. Whether we send out the quote or contract via post or if they have time constraints, possibly deliver or make a day for them to drop in again. 
Taking some time to listen to the customer opens up the chance to deepen their experience, for example – A customer knowing they want a patio but doesn’t like the feel on Concrete for the base, they prefer wood or tiles. I can take that and let them know that we offer to quote on a wooden deck or tiled concrete base instead of just concrete. 


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.

On completion of every job, I send out a final letter that includes a feedback form or Satisfaction Survey for the customer. 
Following up on customer feedback or identifying similarities between them to see trends can help enhance the quality of our services.
[bookmark: _GoBack]Our companies recording system allows us to monitor and maintain customer data down to job level including each stage of a job, customer details and satisfaction, any communication between customer and employee – this allows us to monitor and report on any issues that come up or if anyone is behind or lacking in service.
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