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TASK
The purpose of this task is for you to demonstrate your understanding of the need for your actions to be lawful and that you are able to convey these needs to members of your team.

Your manager has received a complaint from a customer that the quality of product/service from your team was not to an acceptable standard. You have discussed the problem with your manager who has asked you to prepare a briefing for your team to explain the legal aspects that the organisation expects you and your team to comply with. This is to ensure that they fully understand the consequences of unacceptable standards and the procedures to follow should a complaint be made in the future.    
In order to demonstrate your knowledge of this you need to respond to all 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 5 hours preparing for and writing or presenting the outcomes of this assignment for assessment. The 'nominal' word count for this assignment is 1250 words: the suggested range is between 1000 and 1500 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

	Understand the customer’s rights in line with current UK legislation

28
	· Explain the purpose of consumer rights (16 marks)
· Give examples of the rights of a customer in a contract with a supplier (12 marks)

	Understand the responsibilities of the team in line with organisational policy

48
 
	· Describe the organisational responsibilities when collecting and storing customer data (16 marks)
· Outline why it is important to maintain confidentiality (12 marks)
· Explain why it is important that the product and/or service complies with agreed standards and specifications as stipulated by the organisation (20 marks)

	Understand the organisation’s complaints procedure

24
	· Outline the organisation’s procedure for dealing with complaints or problems (16 marks)
· Give one example of a customer complaint/problem they would need to refer to a higher authority (8 marks)

	By submitting I confirm that this assignment is my own work
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