Unit 11 -  Monitor and Evaluate Customer Service
Assignment Objective

Know how to monitor and evaluate customer service within an organisation
Scenario

The final stage of good customer service is ensuring that you monitor and evaluate the level of service in your store.  Your manager would like to know what methods a similar store uses to monitor and evaluate their customer service.  They would like you to investigate different ways in which businesses check how good/bad their customer service is and the impact this can have on them.  You should also include what improvements can be made to ensure excellent customer service is provided.  You will be asked to present your findings to the Manager.
Assignment Outcomes

P5 – describe how customer service can be monitored and evaluated
P6 – outline how improvements to the customer service in an organisation can be made

M4 – explain how monitoring and evaluating can improve customer service for the customer, organisation and the employee
D2 – analyse how monitoring and evaluating can improve customer service for the customer, organisation and the employee
	Task
	Grading Criteria
	Evidence

	Task 1

Produce a PowerPoint presentation to describe how customer service can be monitored and evaluated:

1. Monitor

a) Informal customer feedback

b) Customer questionnaires/comment cards

c) Staff feedback

d) Mystery customers

e) Complaints/compliment letters

2. Evaluate

a) Level of sales

b) Repeat customers

c) New customers

d) Level of complaints/compliments

e) Staff turnover
	P5


	PowerPoint presentation



	Task 2

Add slides to your presentation to outline the improvements that could be made to improve customer service:

1. Improvements

a. Quality of service

b. Reliability

c. Improvements to organisation (improve service, keep staff, attract new customers, increase turnover, compliance with legal obligations)

d. Improvements for the employee (job satisfaction, working environment)
	P6
	PowerPoint presentation




	Task 3

Add slides to your presentation to explain how monitoring and evaluating can improve customer service for the:

1. Customer
2. Organisation
3. Employee
	M4
	PowerPoint presentation
	

	Task 4

Add slides to your presentation to analyse how monitoring and evaluating can improve customer service for the:

1. Customer
2. Organisation
3. Employee
Tip:  Analyse - identify separate factors, say how they are related and how each one contributes to the topic

Use examples from your own experience to support your analysis
	D2
	PowerPoint presentation
	


