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TASK

For this task you are required to outline the difference between internal and external customers and to explain how the particular needs of each are identified. From your organisation’s service level agreements (SLAs) you will then need to establish the organisations performance indicators and to outline how customer satisfaction levels are set and monitored. To survey satisfaction levels you will need to develop and administer a (simple) questionnaire to gather information regarding the achievement of these SLAs.
Your report will conclude by summarising your survey feedback findings and to suggest ways to address inappropriate satisfaction levels.  


In order to demonstrate your knowledge of this you need to respond to all of the questions listed below.


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 7 hours preparing for and writing or presenting the outcomes of this assignment for assessment. The 'nominal' word count for this assignment is 1500 words: the suggested range is between 1000 and 1750 words.

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


	Please use the sub-headings shown below when structuring your Assignment
	Assessment Criteria

	
Know how to satisfy customer requirements


[bookmark: _GoBack]
	
· Identify  internal and external customers (8 marks)

· Explain how customer needs are identified (24 marks)

· Explain how service level agreements and customer satisfaction levels are set and monitored (28 marks)

· Interpret feedback and simple performance indicators to identify how well customer requirements are being met (20 marks)

· Outline actions that can be taken to address performance in meeting customer needs(20 marks)

	By submitting I confirm that this assignment is my own work
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