Assignment 1 Handling Complaints, Exchanges and Refunds
	Name
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Merchandising and selling goods
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	Communication 
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Assignment Overview

In this assignment, you are asked to investigate your store’s approach to handling customer complaints and maintaining customer satisfaction.  You will be asked to identify legislation that describes consumers’ rights and link it with your store’s policies for refunds and exchanges.

What you need to know before you start this assignment

1. Where you can find out about consumer legislation

2. Whether your store has written policies for dealing with complaints, refunds and exchanges 

3. Where copies can be found

4. Who authorises the processing of refunds and exchanges to customers in your store

5. How to prepare a simple chart or graph

Information that you may need

1. Staff training information about providing good customer service and how to deal with customer complaints

It may be useful to talk to your line manager about this assignment and the areas that you will be covering.

The Assignment

Assignment 1 - Task 1 – What Does the Law Say?                      

1. Which is the main law that outlines the customer’s rights and the store’s responsibilities when dealing with refunds or exchanges?

2. Find out four things that a retailer should NOT say to the customer about refunds or exchanges? The first is given for you:

a) No cash refunds

b)

c)

d)


3. Prepare a leaflet that lists the key things that a customer is entitled to.  The leaflet can be hand-written, but do make sure that the information is presented clearly and accurately.  Attach the leaflet to this assignment.

	Tip: You may want to visit your local Trading Standards Office to collect some information about customer rights and store responsibilities.  Alternatively, you can search the internet if you have access to a computer.  A useful web site is: www.tradingstandards.gov.uk
Attach a copy of any information collected to this assignment.


Assignment 1 - Task 2 – Your Store’s Approach

Talk to your line manager about your store’s policies on providing customers with refunds and exchanges.  In the space below briefly describe what your store offers customers who want to exchange merchandise, or have a refund on goods they have purchased.  How do you let customers know about their legal rights and what they are entitled to?
1. What does your store offer customers who want:

a) To exchange goods?

b) A refund?


2. How do you inform customers about their rights?

	Tip: Attach a copy of any information leaflets or notices that outline your store’s policy to customers to your assignment.


Assignment 1 - Task 3 - Providing Customers with Refunds and Exchanges


1. In the table below, list all of the steps taken in your store when providing customers with a refund.  Show who is responsible for each step.  For example, does a manager have to authorise the payment of the refund to the customer? 

	What happens?
	Who is responsible?

	Step 1


	

	Step 2


	

	Step 3


	

	Step 4


	

	Step 5


	


2. How does the process differ if the customer wants to exchange the merchandise?


3. What would happen in the following circumstances?

Q: A customer has purchased an item for £16.50 which has proved to be faulty.  The customer returns the item but now wants to take a more expensive model costing £22.  They come to you to sort this out, what would you do?

A:

Q: A customer has purchased an item costing £2.50 which they would like to exchange for the same item but in a different colour.  The price is the same. How would you handle this transaction?

A:

Q: A customer has brought back an item costing £45 that they say they bought two weeks ago.  They have no receipt but the item is faulty.  They approach you to sort the problem out for them, how would you handle the situation?

A:

	Tip: Talk to your line manager about your answers to these problems. Would they approach the situations in the same way?



Assignment 1 - Task 4 – Keeping the Customers Satisfied!

1. It is important that customers, who have complaints about faulty or unsatisfactory merchandise, leave your store satisfied with the way that they have been treated.  What can you do to ensure this? List three things below:

a)

b)

c)


2. Please answer the following questions:

a) 
Who is responsible for handling customer complaints in your store/department?

b) 
What happens if the customer is still not satisfied with how the complaint has been dealt with?

c)
 If the customer is still not satisfied, who is the complaint then referred on to?

	Tip: It may be useful to refer here to any staff training that you may have had that deals with providing good customer service. If your store has a company policy that outlines how complaints should be handled, attach a copy to this assignment.


Assignment 1 - Task 5 - Analysing Complaints

1. Monitor customer complaints in your store/department over a three-week period.  What do the complaints focus on?

Consider the following:-

The quality of the merchandise

Availability of stock

Service offered by staff

Services offered by the store

Anything else (other)

Use the table below to help your record your findings

	Findings

	Focus of complaint
	Times
	Any comments?

	Quality of merchandise


	
	

	Availability of stock


	
	

	Service offered by staff
	
	

	Services offered by the store


	
	

	Other


	
	


Prepare a simple chart or graph to present your information.  Attach a copy to your assignment.



Discuss your findings with your line manager.  Do they collect this kind of information for your department or store?  Is your manager surprised by your findings? 

What can you do to help reduce the number of customer complaints in your department?

	Tip: If your manager is willing to share a copy of any information about complaints received by the store, attach a copy to your assignment.
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