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STRUCTURED QUESTIONS – SATISFYING CUSTOMER REQUIREMENTS

Learner name
Learner registration number

	Note: In order to achieve each Learning Outcome, learners must satisfy all of the related assessment criteria by obtaining a minimum score of 50% for each criterion.  
The ‘lines/box’ below a question is for guidance purposes only. Marks are not deducted for writing more. It is perfectly acceptable for all answers to be continued on additional forms provided they are attached to the assignment when making a submission. The availability of the form electronically allows learners to expand the ‘lines/box’ as required.






KNOW HOW TO SATISFY CUSTOMER REQUIREMENTS


1. Identify internal and external customers and explain how their needs are identified  
(32 marks)

















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


















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


















4. Outline actions that can be taken to address performance in meeting customer needs  (20 marks)
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Learners must achieve at least 50% of marks available for each learning outcome. In some instances learning outcomes may be covered by more than one question.
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