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                                            BTEC First Diploma in Business

Unit 2

Developing Customer Relations

Portfolio Assignment
Assignment Brief

Scenario 

Since leaving school you have secured a job at a training company as a Team Manager. Part of your role is to write a report about ‘customer service’ as your Director believes that customer service is crucial to the success of any business. She feels the company could help many other firms by improving the service skills of their staff. You must show your knowledge of customer service and your own interpersonal skills by carrying out this assignment. 

Choose a company which has a reputation within the customer service field to help you to investigate how reliable customer service leads to satisfied customers. You will also show how well your chosen business meets its customers’ service needs.

Good Luck!!
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Guidance 

To help you with this unit, the assignment has been broken up into smaller manageable tasks. See the criteria below to make sure you are achieving what is needed.
Note - The business you select must plenty of information and resources available. You should be able to visit an office/outlet. Remember, this is business studies and we DO NOT use slang or jargon – use the correct terms where possible.
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Task 1









P1

Customers’ needs and expectations

Your first task is to write an introduction outlining the scenario given to you, your role and the company you have chosen.

Next you need to explain what you understand by the term ‘customer service’, what its purpose is and how it is delivered. Describe the benefits of good customer service and the drawbacks of poor customer service, always relating back to your chosen company for examples.

To pass this assignment you must explain the difference between ‘needs’ and ‘expectations’. Create three realistic scenarios to help you describe the types of customers to this business. For each customer scenario described you should explain their individual needs and expectations. You must use two examples of external customers and one of an internal customer.

Task 2









P3

Consistent and reliable customer service
Your chosen business relies on customer satisfaction in order to be successful. One way to satisfy customers is to provide consistent and reliable levels of customer service. You must describe how delivering consistent and reliable service to the customer contributes to customer satisfaction in your chosen business. 

Sections:

1. Introduce the task and describe what consistent and reliable mean in terms of customer service

2. Explain at least 6 different aspects or features that are important in providing consistent and reliable service

3. Explain what customer satisfaction is and say when internal and external customers are satisfied

4. Explain what ‘codes of conduct’ are and discuss, using your selected business’ if possible, how companies use them

5. Use the answers given to the above to say how reliable and consistent customer service leads to customer satisfaction in your chosen company
Task 3









P4

Describe how customer service can be monitored and evaluated. For this task you will firstly need to produce a table (as below) giving details about how your selected business actually monitor and evaluate their customer service –
For monitoring state how they make use of:
• Informal customer feedback

• Customer questionnaires/comment cards

• Staff feedback

• Mystery customers

• Complaints/customer letters
For evaluating, show how they make judgements about customer service based on:
• Level of sales (think about whether sales are increasing or decreasing due to customer service)

• repeat customers (customers who are returning to the business again and again)

• New customers 

• Level of complaints/compliments

• Staff turnover (the number of staff leaving or joining the business)
	Method of Monitoring
	Explanation
	How the feedback is used
	Evidence of ***  using the feedback (evaluating it) - give examples

	
	
	
	


Task 4






    


P2 
Presentation and interpersonal skills in customer service
You have impressed your Director beyond her expectations; she has told you that the work you have produced is likely to lead to a promotion to the role of trainer in customer relations. But first, in order to progress, you must develop your own skills and experience of customer service. 

This task requires you to demonstrate how you would handle three different customer service situations. 

Plan how to deal with 3 of the following situations and write a script on how you would expect them to be handled:

· a customer wishing to return a faulty product

· a customer wishing to complain about a staff member who was rude on the phone 
· someone wishes to place a large order with a business

· you need to tell a customer that the product they want is no longer available

· a customer is unhappy about a long wait

· a customer has come to you with an injury received on your premises

You must plan how you would most effectively handle the scenarios and, through role play, act out your plan.

ASSESSMENT - You must provide a script of the role play and your teacher will give you a witness statement to verify you took part and how you did.

	Key points to consider in order to achieve P2, M1, M2, D1

	· presentation skills such as personal presentation and body language

· interpersonal skills including the first impression, attitude, behaviour, interest, responding to different needs and respect

· communication skills which means your tone of voice, being heard, the language you use (not jargon/slang), listening and boy language

· consider different situations such as face-to-face, telephone, in writing, email, urgent, difficult (this final point refers to M2)


This task is an excellent opportunity to gain evidence for both merit and distinction grades and links in with tasks 5 and 6.

Task 5 






    
 
M1, D1 
Presenting with confidence
To help get promoted and to achieve M1, you need to show a confident approach delivering customer service. In order to achieve this grade, all you have to do is demonstrate 1 scenario of your choice to the rest of the class. 

Taking the role play a step further by handling 3 scenarios, chosen at random by your teacher, in front of the class, you will satisfy what is needed for D1! To do this you must KNOW your script off by heart!!
Source: Edexcel Specification 2006








