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TASK

The purpose of this unit is to develop knowledge and understanding of the importance of customer service standards to both the customer and the organisation in defining what customers can expect from the organisation and the organisation’s obligations to its customers. Success in achieving these standards will not only lead to increased customer satisfaction and fewer complaints but also to improvements motivation and morale within the team.

This task requires you to demonstrate your knowledge of customer service and customer service standards. It also requires you to show how monitoring customer service standards and gathering feedback from customers can be used to improve performance.

NOTE:
You may want to relate your answers to an organisation that you work in and use examples from that organisation to illustrate your responses. 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 10 hours researching your workplace context, preparing for and writing or presenting the outcomes of this assignment for assessment. The 'nominal' word count for this assignment is 1200 words: the suggested range is between 800 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 legal and organisational requirement for managing customer service

Describe the context for customer service standards by providing responses to cover these assessment criteria.




	
· Describe the main legal rights of customers (12 marks)
· Describe an organisation’s commitments to customers (12 marks)
· Describe the manager’s responsibilities in relation to customer service (12 marks)


	Understand customer service standards

Using your understanding of the nature and purpose of customer standards give responses to cover these assessment criteria. Use of examples to support your explanation.


	
· Describe the purpose of customer service standards (12 marks)
· Explain how customer service standards and procedures are used to meet customer needs (12 marks)



	Know how to monitor customer service performance 

Using a specific example where customer service is monitored in your organisation, or an organisation with which you are familiar, give responses to cover the assessment criteria.


	
· Explain how an organisation monitors customer service against the standards set (16 marks)

· Explain how to use feedback from customers to improve performance in customer service (24 marks)



	By submitting I confirm that this assignment is my own work
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