BTEC First Cert/Dip in Business
 
Unit 2 – Developing Customers Relations

Assessment tasKs

You are the Customer Service Manager at the National Maritime Museum (NMM) and you will have students joining your department as Interns for the summer holidays. In order to prepare for their arrival and induction programme, you will be required to prepare a training guide.
Task One:
Customer Service
Create a leaflet which explains how the Museum meets the needs and expectations of its customers
1. Define customer service

2. Describe the different types of customers and group them into internal and external customers.

3. You must identify three customer groups (internal & external) explaining their needs an expectations

4. For each groups of customers identified, state how the museum meets their needs by giving relevant examples in a range of situations e.g. giving advice, handling complaints and offering special assistance
Resources

· National Maritime Museum http://www.nmm.ac.uk/server/show/nav.00500300l000006001003
Assessment criteria:

Pass 1: Describe three different types of customers and their needs and expectations
Distinction 1: Anticipate and meet the needs of at least three different customers in a range of situations
Task Two: 
Presentation & Interpersonal Skills
You next task is to illustrate the importance of presentation and interpersonal skills. To do this successfully you will use some realistic scenarios from the museum and demonstrate the interpersonal skills you will need to meet customer service requirements in the situations.  
1. Describe how customer service representatives present themselves at the museum and interpersonal skills required by such representatives.  Explain why presentation, interpersonal and communication skills are important to customer service.
You are now required to demonstrate a confident approach when delivering customer service to customers.  You will need to work in pairs to plan and act out three role plays in which you demonstrate how you will handle each of these scenarios.  
Scenarios:

a. A visitor complains about the quality of food in the Regatta Café.  The complaint is concerned about the quality of food e.g. the food was cold and too expensive.

b. You receive an email from a school seeking guidance on special needs provision as they hope to visit the Museum with a group of special needs students.  Their students have a range of difficulties including deafness, partially sighted and mobility. 

c. You receive a telephone call from a Foreign Tour Operator wanting information about your Opening times and Admission Policy
You need to put evidence of your role play into your assignment.  This will include:

· Script/notes supporting your role play 

· Your response to the e-mail from the school in (b).

· Your reply to the telephone call.

· Observation sheets from your tutor/peers

Resources:
National Maritime Museum: http://www.nmm.ac.uk 
Assessment criteria:

Pass 2: Demonstrate presentation and interpersonal skills in three different customer service situations
Merit 1: Display a confident approach when delivering customers service to customers
Merit 2: Explain why presentation, interpersonal and communication skills are important to customer service
Distinction 1: Anticipate and meet the needs of at least three different customers in a range of situations

Task Three:
Consistent & reliable customer service
In your managerial capacity you need to put together a presentation which illustrates how consistent and reliable customer service contributes to the museums success.  One of the needs of internal customers is to take part in an induction programme.  New customer service staff need to be trained in customer service and need to know what consistent and reliable customer service is.  They also need to know how to carry it out.
1. Describe what an internal customer is and their needs. 
2. Your presentation should cover the following areas (Using powerpoint, produce a slide for each title.): 
· Job Role for Museum Customer Service Staff (What they do)
· Products and services offered at the Museum
· Skills needed by Customer Service Staff to meet customer needs
· Timing, Accessibility and Availability

· What to do when working under pressure

· How to confirm that service is meeting customer needs

· How to deal with problems
· What customer satisfaction means

· The benefits of having customer satisfaction

New staff are required to be familiar with Codes of practice.  
3.  You need to carry out some research to find out:
· What codes of practice exist at the Museum and how are they regulated?
· What codes of practice exist within the tourism industry?

     4.  Design a leaflet to give to new employees which shows your main findings.

Resources:

http://www.nmm.ac.uk/server/show/nav.00500300l00000600100d
Internet research – codes of practice within tourism
Assessment criterion:

Pass 3: Describe how consistent and reliable customer service contributes to customer satisfaction
Distinction 1: Anticipate and meet the needs of at least 3 different customers in a range of situations (Internal customer).
Distinction 2:  Analyse, using examples, how effective customer service benefits the customer, the organisation and the employee.

Task Four:  Monitoring & evaluating Customer service
Your next task is to make the new customer service staff aware of how the museum monitors and evaluates customer service.  In order to do this successfully you are going to write a guide which describes how customer service is monitored and evaluated at the museum.  
Produce a guide which explains how organisations monitor and evaluate customer service and the processes and procedures the NMM has in place to monitor and evaluate customer service.  You should include within your guide examples from the website.  Your guide should include:

· Monitoring Customer Service
· Informal Customer Feedback

· Customer questionnaires and comment cards

· Staff Feedback

· Mystery Customers

· Complaints and compliment letters

· Evaluating Customer Services

· Improvement to quality of service

· Reliability

· Improvement to organisation

· Improving service/products on offer

· Keeping staff

· Attracting new customers

· Increasing Sales turnover

· Complying with legal obligations

· Improvement for Employees

· Job Satisfaction

· Working environment
· How monitoring and evaluating can improve customer service for the customer, the organisation and the employee.  Give examples using the website and your knowledge to date.

Resources:
· http://www.nmm.ac.uk/server/show/nav.00500300l000006001
Assessment criteria:
Pass 4: Describe how customer service can be monitored and evaluated
 Merit 3: Explain how monitoring & evaluating can improve customer service for the customer, the organisation and the employee

Task Five:  CONCLUSION
· Write a conclusion which describes how meeting the needs of customers, providing effective interpersonal and presentation skills, providing consistent and reliable customer satisfaction and monitoring and evaluating customer service has benefited customers and employees of the Museum and helped the Museum to achieve its’ objectives.  Support your conclusion with examples.

Include examples such as:

· Description of feedback from research into how effective customer service at the museum is e.g. mystery shopper results.

· Data to support the Museum’s success (feedback, awards, results from monitoring and evaluating customer service) which is linked to aims and objectives.

· How the museum trains and rewards employees who provide excellent customer service.

Assessment criterion: 

Distinction 2: Analyse, using examples, how effective customer service benefits the customer, the organisation and the employee
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