Rani Doyle	                                                               BSBCUS301 Deliver and monitor a service to customers
Skills and Knowledge Activity
Complete the following individually and attach your completed work to your workbook.
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.

· 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. 

· 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. 

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.

Securcom’s policy for delivery effective customer service is a basic procedure. The employee should: 
· Always make the customer feel welcomed 
· Use a friendly, positive tone of voice 
· Make yourself approachable by displaying positive body Language (where applicable). This can include: 
-	Open friendly facial expressions, possible smiling
-	Appropriate level of eye contact
-	Upright posture  
-	Open hand gestures
· Before putting the customer on hold, ask if it is okay to put them on hold
· When a customer is on hold for a while, check in with them every 60 seconds and ensure them that you won’t be too much longer.

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

Evidence of customer satisfaction can be reviewed via: 
· Customer feedback forms 
· Conduct annual, monthly or quarterly surveys 
· Routine Documentation of customer satisfaction 
· Returned goods
	

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

When serving customers it is important to effectively use interpersonal skills such as: 
· Listening to what the customer has to say
· Asking questions to ensure that you’re understanding what they want
· Asking for customer feedback to confirm that we both have a mutual understanding on what is happening/what needs to be done. 
· Summarising and paraphrasing the customer’s requirements 
· Using appropriate body language 
When these skills are effectively used by an employee the customer can feel more comfortable speaking with the employee. This can enable the employee to have a greater understanding of what the customer wants and specific needs that may be taken into account when serving the employee. 
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Major Activity 
This is a major activity – your instructor will let you know whether you will complete it during class or in your own time.
Attach your completed answers to the workbook.
You must individually, answer the following questions in full to show your competency of each element:
1. Identify customer needs
2. Deliver a service to customers
3. Monitor and report on service delivery

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

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

To identify customer needs I would listen actively to what the customer has to say. I would ask questions to enable me to understand the customer needs and major factors that the customer would like to be considered such as their priorities and their urgency. As I am a new employee and I am still learning the company I am limited to how much I know and how I can direct customers. In situations where the customer is enquiring about something that I am unsure about I would usually explain to the customer, “I am only new and a bit unsure, do you mind if I ask my supervisor about this enquiry?” from there I would then seek assistance from my supervisor.

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

They most important thing in customer service is your use of interpersonal skills. By using effective interpersonal skills builds a really good relationship between customer and company thus upholding a good reputation for the company. To understand the customer’s needs; may they be specific needs or general customer needs, I ensure that I actively listen to the customer whilst asking plenty of questions in response. Speaking to the customer in a friendly, happy tone whilst remaining professional allows for rapport in the conversation which makes it feel less forced and unsteady. Displaying appropriate responses are another major aspect when serving a customer. I always ensure that I am speaking in an appropriate tone of voice, for example if a customer called making a complaint I would show empathy and understanding in my voice rather than a happy tone. 




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.

By frequently checking customer feedback is an efficient way of monitoring and reporting on service delivery. At Securcom, Staff meetings are conducted once a month to ensure that the company’s policies and procedures are adhered to and if there is anything that needs attention and developing we can bring that to the employees’ attention. This ensures that all staff are giving 100% effective customer service whether onsite or over the phone. 
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