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PROVIDING QUALITY TO CUSTOMERS Assignment Task – Service Level Agreement
	Centre Number:

	Centre Name:


	Learner Registration No:

	Learner Name:


	TASK
One of the key roles for effective Team Leaders is to support the delivery of quality products and services to customers. This task requires you to demonstrate your understanding of your organisation’s quality systems and the need to improve quality. You will be required to develop and produce a service level agreement statement for your team/department guaranteeing the level of quality your team will provide for both internal and external customers
NOTE:
You may want to relate your answers to an organisation that you work in. If you are not currently working within an organisation, then you may complete this task in relation to an organisation with which you are familiar. This could include experience working in a voluntary capacity.
You should plan to spend approximately 6 hours preparing for and writing or presenting the outcomes of this assignment for assessment. The 'nominal' word count for this assignment is 1000 words: the suggested range is between 800 and 1500 words.

Check your assignment carefully prior to submission using the assessment criteria.

	
	Assessment Criteria

	
Understand the importance of quality within the organisation

Your assignment task should cover these criteria

	
Explain the importance of quality to the customer
20 marks

Explain the difference between quality assurance and quality control
20 marks

Outline a quality system relevant to the 
organisation
12 marks

	Know how to deliver quality within the organisation

Your assignment task should cover these criteria

	
Outline a method of monitoring the quality of the team’s work
12 marks

Outline things the team could do to improve quality
12 marks

Describe a way that the team could measure an improvement in quality
24 marks

	By submitting I confirm that this assessment is my own work
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