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Unit 2 – Developing Customer Relations
Description of the Unit

Customer relations are at the heart of every business. This unit will help develop and broaden your understanding of customer service in different businesses. You will develop your understanding of customer needs and expectations as well as being able to identify a wide range of different types of internal and external customers.

Any member of staff working in a customer service situation will be expected to present themselves in a professional way, have good interpersonal skills and be able to communicate effectively with their customers. You will also expand your understanding of the importance of delivering consistent and reliable customer service skills. 

In addition, you will look at how businesses monitor and evaluate their level of customer service by obtaining feedback from customers and how this enables them to make improvements to the service provided. 
Summary of Learning Outcomes

To achieve this unit you must:

1. Understand how customer service is provided in business.
2. Be able to apply appropriate presentation and interpersonal skills in customer service situations.
3. Know how consistent and reliable customer service contributes to customer satisfaction
4. Know how to monitor and evaluate customer service within an organisation.
DEADLINE

This piece of work must be completed and handed in by the date shown below. Work will not be accepted after this time. 

Work completed before the deadline shown may be handed in for marking. This will allow your teacher to pass on comments to you to help you improve your grade.

HAND IN YOUR WORK NO LATER THAN

MONDAY 9th JULY 2007
Unit 2: Developing Customer Relations
This unit is intended to give you the skills and knowledge required to develop good customer relations which are critical to the success of any business.
YOUR WORK
Read each scenario carefully. You should attempt to answer all the points in this handbook in your work. The work you must complete to achieve each grading level (Pass, Merit or Distinction) is clearly labelled throughout the assignment handbook. You must complete all the work within this handbook to achieve a distinction.

All explanations should be clear and precise, using examples where possible. Work submitted must be your own. 
Research carried out on the internet and submitted as part of your portfolio must be clearly labelled as such.

PRESENTATION
Your portfolio work is required to be presented following these instructions.

Use a suitable font (Arial, Times New Roman, Comic Sans)
Font size should be no bigger than 14pt for main text
Use 1.5 line spacing

Each section should be given a relevant title e.g. 

P1 – Business Ownership

All work should be page numbered and submitted in the correct order.
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BTEC First Business
SCENARIO

You have worked as a customer service manager for a number of years and have gained a wealth of experience. Recently you have decided to have a change of career and go freelance and offer your service to other companies as a customer service consultant. This looks as though it has been a good decision as a number of business have approached you wishing to secure your services.
The tasks that follow are based on a variety of businesses who wish to benefit from your experience in the field of customer service.

 
Task 1 – Customer Service
You have been approached by The Hanley Economic Building Society. They have commissioned you to write a report for them about customer service. This will be used as part of the company handbook which is issued to new staff at the building society.
Describe three different types of customers and their needs and expectations.
Evidence for P1 
How to complete this task:

To achieve P1 you should explore the needs and expectations of both internal and external customers.
You should base your work for this task on The Hanley Economic Building Society.


Complete the following tasks in order to achieve P1. The instructions are designed to help you to meet the criteria. You should present your work as a described NOT as a list of responses to the instructions below. This will mean that you are expected to link each part together with explanation of your own.

1) Open a word document and give your work an appropriate heading. (TASK 1 – Customer Service) Save the document in your BTEC Business area in a folder called UNIT 2 – Developing Customer Relations.
2) Write a short introduction to this part of your work using the assignment task and scenario to help you explain what you are trying to achieve.

     (Criteria P1)
3) Define customer service. Use the following web links to help you.
www.electoralcommission.org.uk/toolkit/wotiscustomerserv.cfm
www.tutor2u.net/newsmanager/templates/?a=877&z=68
4) In order to provide effective customer service a business must be able to identify the needs of its customers. Write a paragraph to describe how a number of businesses can quickly identify their customers needs. 

5) Identify the following customer needs and expectations in a spider diagram. Briefly describe each element of the diagram.
	Accuracy & Reliability
	Providing Information & Advice


	Providing Assistance and help
	Dealing with Special Needs

	Dealing with problems
	Organisational Targets
	Health, Safety and Security
	


6) Explain that customers can be either internal or external. Include the following table in your work to provide examples of internal and external customers.

Examples of Internal & External Customers

	Internal Customers
	External Customers

	· Colleagues

· Supervisors

· Staff

· Staff teams

· Managers
	· Existing and new customers

· Individuals

· Groups

· Families

· Businessmen and women

· different ages

· different cultures

· gender

· Special needs e.g. non-English speaking, visual, hearing, mobility impairments


     Use the following web link to help you define what is meant by   

     Internal & External customers.              

www.tutor2u.net/newsmanager/templates/?a=882&z=68
7) Describe three different types of customers at the Hanley Economic Building Society. One should be an internal customer and two should be external customers. Explain whet they need and expect from each other (internal) or the business (external). Use the web link and list below to help you complete this.

http://www.thehanley.co.uk/internal-and-external-customers_6506.html
· Accuracy and reliability

· Providing information and advice

· providing assistance and help

· Dealing with special needs

· Dealing with problems

· Organisational targets

· Health, safety and security

8) Create a table which summarises the main benefits of customer service experienced by
· the customer

· the organisation

· the employee

Task 2 – Presentation & Interpersonal Skills
Your reputation in the area of customer service is growing. Hammonds department store have approached you to help them create a training video which highlights the importance of confidence in presentation, communication and interpersonal skills in different customer service situations.

You will take part in role plays and create a presentation in order to complete the following

Demonstrate presentation and interpersonal skills in three different customer service situations.

Display a confident approach when delivering customer service to customers.

Explain why presentation, interpersonal and communication skills are important to customer service.

Anticipate and meet the needs of at least three different customers in a range of customer service situations. 






Evidence for P2, M1, M2 & D1
How to complete this task:
To achieve P2 you will take part in role play exercises in order to allow you to demonstrate presentation and interpersonal skills. Evidence will be provided in the form of witness statements and personal statements explaining what you did.
To achieve M1 & D1 you should display a level of confidence that would be appropriate in a real world working environment. Your work will be under scrutiny at all times while involved in preparing evidence for these criteria.

To achieve M2 you will produce a presentation and deliver it confidently to the group.

Complete the following tasks in order to achieve P2, M1, M2 & D1. The instructions are designed to help you to meet the criteria. You should present your work as a described NOT as a list of responses to the instructions below. This will mean that you are expected to link each part together with explanation of your own.

Your achievement of P2, M1 and D1 will rely on your participation in practical customer service focused role play activities supported by Hammonds department store in Hull.
You will be expected to demonstrate the following and present your self in a confident manner when taking part

a) Presentation skills:  personal hygiene  (uniform/dress, hair, makeup, jewellery) working environment (body language eg posture, facial expression, smiling, gestures, eye contact, presentation of work area and equipment

b) Interpersonal skills: attitude, behaviour, first impressions, greeting customers, courtesy, confidence, concern, interest, thoughtfulness, respect for customers, responding to different customer behaviour using tact and efficiency

c) Communication skills:  tone of voice, pitch; language eg use of slang, pace, listening, body language, appropriateness to customer situation. 

To achieve M2
1) Produce a presentation which you will deliver to the group. (You may use what ever resources you require in order to complete this element of the task). The presentation must focus on explaining why presentation skills, interpersonal and communication skills are important to customer service.

2) In your presentation describe what is meant by presentation skills particularly personal presentation and body language.
3) In your presentation describe what is meant by interpersonal skills particularly focus on the following:

a. Attitude

b. Behaviour

c. First impression

d. Greeting customers

e. Building customer relationships

f. Responding to different customer behaviour

4) In your presentation describe what is meant by communication skills ensuring that you identify the following points:
a. Tone of voice

b. Pitch

c. Language

d. Pace

e. Listening

f. Appropriateness to the customer/situation

5) Presentation skills, interpersonal skills and communication skills have to be applied differently in different customer service situations. Describe how these skills would look in the following situations:

a. Face to face
b. Telephone

c. In writing

d. By mail

6) The type of situation may also affect they way you sould react in a customer service situation. Describe how to react in the following situations:

a. Urgent situations

b. Difficult situations
Task 3 – Consistent & Reliable Customer Service
You have been invited by the Institute for Customer Service to submit an article to be published in an international customer service publication. The theme of your paper will be the importance of consistent and reliable customer service in the provision of customer satisfaction. 
You see this as a good opportunity to develop your reputation in this area and accept the invitation.

Write a report which outlines the elements leading to consistent and reliable customer service. 
Describe how consistent and reliable customer service contributes to customer satisfaction.


Evidence for P3
How to complete this task:
In order to achieve P3 you should write a report which draws on examples you have experienced through visits to local or regional business, work experience and presentations by visiting speakers.


Complete the following tasks in order to achieve P3. The instructions are designed to help you to meet the criteria. You should present your work as a described NOT as a list of responses to the instructions below. This will mean that you are expected to link each part together with explanation of your own.

1)
Describe what is meant by customer satisfaction. Use the 
following 
headings to help you describe the important factors in the 
process of delivering customer satisfaction.
· Confidence in the service

· Value for money

· Repeat custom

· Word of mouth reputation

· Internal customer satisfaction
2) 
In order to demonstrate to their customers that they deliver high 
standards of service and satisfaction businesses often subscribe to 
voluntary codes of practice.

Describe what is meant by the term Code of Practice.

3)
Codes of practice can be drawn up at different levels:

· Industry codes of practice

· Organisational codes of practice

· professional codes of practice

· Ethical codes of practice


Use the internet to search for an example of each of the above 
codes of practice. Include an example you find in your work.
TASK 4 – Monitoring & Evaluating Customer Service
The Institute for Customer Service were very impressed with the article and are keen to work with you again. They have asked you to do a number of things:

i) Create a leaflet which describes how customer service can be monitored and evaluated.

ii) Deliver a presentation at which explains how monitoring and evaluating can improve customer service for the customer, the organisation and the employee.

iii) Write a report which analyses using examples how effective customer service benefits the customer, the organisation and the employee.

Evidence for P4, M3 & D2
How to complete this task:
To achieve P4 you should show how customer service within an organisation can be monitored and evaluated. Draw on examples you have experienced through visits and talks from visiting speakers.

To achieve M3 you must present information to the group on how monitoring and evaluating customer service can improve customer service for the customer, the employee and the organisation.

To achieve D2 you should again draw on your own experience to provide examples for a report which analyses how effective customer service benefits customers, organisations and employees in different businesses.
Complete the following tasks in order to achieve P4, M3 & D2. The instructions are designed to help you to meet the criteria. You should present your work as a described NOT as a list of responses to the instructions below. This will mean that you are expected to link each part together with explanation of your own.

To achieve P4

1) Create a leaflet which describes how customer service can be monitored. Your leaflet should include information on the following:
i. Informal customer feedback

ii. Customer questionnaires/comment cards

iii. Staff feedback

iv. Mystery customers

v. Complaints/compliment letters
2) Extend the leaflet to include information on how to evaluate customer service. Your leaflet should include the following:
i. Level of sales

ii. repeat customers

iii. new customers

iv. level of complaints/compliments

v. staff turnover

To achieve M3

3) Produce a presentation which you will deliver to the group. (You may use what ever resources you require in order to complete this element of the task). The presentation must focus on how monitoring and evaluation of customer service can lead to improvements for the customer, employee and organisation. Consider the following in your presentation

i. Improvements for the customer:

· improvements to quality of service

· reliability



     ii.  Improvements to the organisation

· improve service

· attract new customers

· increase turnover



      iii.Improvements for the employee

· job satisfaction

· working environment
To achieve D2

Write a report which analyses how effective customer service benefits the customer, the organisation and the employee. Use the link below to find examples of this at the Hanley Economic Building Society. Use any other relevant examples you have found during your research for this unit. 
http://www.thehanley.co.uk/show.asp?pid=6520&subid=1
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UNIT 1


EXPLORING BUSINESS


PURPOSES





Task 1: P1


Describe three different types of customers and their needs and expectations





Task 2: P2


Deomonstrate presentations and interpersonal skills in three different customer service situations





M3


Explain how monitoring and evaluating can improve customer service for the customer, the organisation and the employee








M1


Display a confident approach when delivering customer service to customers.





M2


Explain why presentation, interpersonal skills and communication skills are important to customer service





Task 3: P3


Describe how consistent and reliable customer service contributes to customer satisfaction.





D1


Anticipate and meet the needs of at least three different customers in a range of situations.





Task 4: P4


Describe how customer service can be monitored and evaluated.





D2


Analyse, using examples, how effective customer service benefits the customer, the organisation and the employee.
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