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21 Describe your organisations customer service and complaints procedures. (3.1)
Type your answer

On entry to my store, there is a “Customer Service Desk." This is where most customer complaints are first dealt with. This for the most partis dealing
with retumed goods, the desk staf in general can easily deal with these ifitis just reimbursing customers for unwanted good butif the product(s
have any issues with quality or legal issues, then the problem will be relayed to the relevant department or store managementto deal with.
Communicaions is imnoriant far fha custamar e nad fn fasl hat ey are heina listened fonfhat hair issie(s) are heina addrass and followed

Please tick the box if you are happy with your answe:

22 Describe techniques to identify customer service problems and their causes. (3.2)
Type your answer

‘The main technique | use when dealing with customers is the H.E AT technigue:
H: Hear whatthe customer s saying, listen and ask questions to that your listening

E: Empathise, show that customer you understand their problem and that it shouldn't happen if applicable.
A" Anolnnisa IS imnartant hat e custmar feels voi are aenine in vour anolaay

Please tick the box if you are happy with your answe:

23 Describe techniques to deal with situations where customers become agitated or angry. (3.3)
Type your answer

P
Please tick the box if you are happy with your answer [
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23 Describe techniques to deal with situations where customers become agitated or angry. (3.3)

Type your answer

Usually | can tellifa customer is angry by their body language, how they approach me and by the tone of their voice. | remember one time while
working at a well known theme park, one of our less experienced staf members was dealing with an irate customer who was stood in the entrance
queue for nearly a half an hour while o computing ticketing system was being fixed. The staf member couldn' deal with the customer so referred
himto me, The gentieman had 3 kids with him and was furious he had to wait | listened to what he had to say, | empathised with him and assured
him we would so0n have the system fixed. But,instead of just leaving him to become more upset, | ofered him special passes at o extra cost which
would enable him and his kids to go straightto the front of any queue for any of the rides, | old him and his family to go and enjoy the day with s and
come and see me atthe end of the day, which he did_| ofered him my sincerest apology and gave him half price entry tickets for his nextvisit He left
the park, thanking me and saying that he and his family had a great day and looked forward to coming back y

Please tick the box if you are happy with your answer [

24 Explain the limits of your own authority for resolving customers problems and making promises. (3.4)

Type your answer

For my own depariment, | have almost unlimited authority or resolving customer issues, exceptwhen it comes to legal issues to which | refer to my
store manager, who will then re-direct the issue to the relevant department (Iegal

My limitations are described in out companies policies and procedures, some complaints may also involve other department or be out with my
experience, | would refer thess to the recommended depariment or experienced colleague.

‘When promising customers anything, | must stay within the companies policies and brand protections, protect customer rights, | can'tofer the.
impossible, tis could cause various problems,risk to customer. health and safety issues e.q. A

Please tick the box if you are happy with your answer [

25 Explain the purpose of encouraging customers to provide feedback. (3.5)

Type your answer

Resources  [J AQA 123movies
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25 Explain the purpose of encouraging customers to provide feedback. (3.5)

Type your answer
Its important hat the company receives feedback flom customers, whether good of bad. This vill enable the company to assess, rend, changes
whether expected or unexpected, what t s doing right and hat t s doing wrong. fo enable itto work on ifs week areas fo improve the service or

product Itwill also ensure that the company is working within legal parameters, company policies and procedures. This will help the customer

achieve the ulimate overall shopping experience. y

Please tick the box if you are happy with your answer [

26a Describe THREE methods used to encourage customers to provide feedback. (3.6) Method 1:
Type your answer
Questions or Surveys, These an be done by direct one to one of via elephone with the customer, on-ine via emailor social media

P

Please tick the box if you are happy with your answer [

26b Method 2:

Type your answer

Feedback Fors. Afer most of my training Sessions with the company, | am given a feedback ffom to give my views on hpu the session when, was
he content apt and what could | recommend for futue events.

4

Please tick the box if you are happy with your answer [

Resources
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26b Method 2:

26¢ Method 3:

Type your answer

Leters and Emais form customers. | have oftn received wrien complaits or compliments iaIteror email, reat hese as ould any customer
complaint by following through f o customer saistacion.logging the nformation and making any mprovements i necessan|

4

Please tick the box if you are happy with your answer [
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11 Explain the relationship between customers needs and expectations and customer satisfaction. (1.1)

Type your answer

Inmy experience over e years, | have found that although we (as a company) can't compete on things like local prices, If| ofer our customers a
consistent level of quality products and services tends to keep them happy and meet most of their needs. | am aluiays looking to improve the delivery
of our customer service, go the exira mile. | have found that the level of customer loyalty s high as my customers know what to expect when
shopping in my store, his has led to a high level of repeat sales and my customer having the confidence in what | have to ofer. This quality of
senvice has led to a steady annual increase in sales due to the increase of my customer base. In summary, my customers have come to expecta
high level of customer service which in retum gives them the confidence that their needs will be met. Customers expect to be treated politely and
eficiently with any issues (barriers) being dealtwith properly as they feel their opinion matters. Finally, the qualiy or the products and services
should be of a consistent qualiy, thus re-enforcing brand loyalty

P

Please tick the box if you are happy with your answer [

12 Explain the importance of treating customers as individuals. (1.3)

Type your answer

In lfe, as in work, people come from diferent cultures, back grounds, different ages, sexes efc. and therefore have different needs and wants. tis
therefore incumbent on myself and my staf to ensure that these needs and wants are met. | need to target my approach as such as some of the
services or products on ofer may not suitthe needs of the customer, e.g. Halal meats may not be on ofer. In this case, ifthe demand is high enough,
1would would consider bring in Halal produce. itis important to treat al my customers with respect, be patient n finding out their needs, | can
achieve this by asking a series of open and closed questions, building a rapport and hopefully this vil give the customer the confidence in our
brand, increace the satisation of their customer Service experience and enhance the good reputation of my store/department. y

Please tick the box if you are happy with your answer [

13a Describe the features and benefits of your organisations products and/or services. (1.2) Features:

Type your answer

0857
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Please tick the box if you are happy with your answer [

13a Describe the features and benefits of your organisations products and/or services. (1.2) Features:

Type your answer

Meat products
-Produced fresh daily

~Trimmed to a high specification
~regular promotional goods
~Hygienically packaged

~sell byluse by dates atiached
~Cooking instructionsirecipes atiached y

Please tick the box if you are happy with your answer [

13b Benefits:

Type your answer

~Less waste due to high level of fattissue trim/save time imming/convenience
~Customer can save money on promotional goods/plan budget

~Customer can check the freshness of products

~Customer can gain cooking experience ffom atiached instructionirecipe y

Please tick the box if you are happy with your answer [

14 Explain the importance of balancing promises made to customers with the needs of an organisation.
(1.4)

Type your answer

Atthe end of the day.running a business means making a profit his is imporiant for the survival of any business.The customeris the bases of the
0919
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14 Explain the importance of balancing promises made to customers with the needs of an organisation.
(1.4)

Type your answer

Atthe end of the day, running a business means making a proft, this is important for the survival of any business. The customer is the bases of the
business therefore itis vital | reat them to the highest level, build up my customer base by attracting new customers, this | achieve my giving good

senvice, goods and following up with good after sales.  achieve this by regularty checking the quality of goods coming into my department ordering
toright stock at the right times depending on customer or seasonal needs.

s a depariment manager | need to ensure the products going through the department comply with all current legislation, e.g. description, sell by
dates, etc. and ensure there are enough staf the shop oor to deal with customer needs, this is important when building and maintaining a good
reputation. To help maintain the profts of my business, | need to keep aware of my department budget to help minimise waste like, outof date
products, damaged producs efc. and keeping control of things such as cleaning products to maintain department hygiene. y

Please tick the box if you are happy with your answer [

15 Explain when and to whom to escalate problems. (1.5)

Type your answer

Generally, as department manager, | usually deal with most customer problems, my staff can deal ith some minor customer issues like returned
goods, f these are siraight forward but where high values or sirange requests are involved, they willrefer to me. ffthere is a situation arise which |

el is outiwith my authoriy say for exampl a legistatve issue, then [viould refer this o he store manager or f twas & complaint against a staf
member that may involve disciplinary procedures, then | would refertis fo human resources | y
Please tick the box ifyou are happy with your answer (]

16 Describe methods of measuring your own effectiveness in the delivery of customer service. (1.6)
Type your answer

4 29/12/2016
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Please tick the box if you are happy with your answer [

16 Describe methods of measuring your own effectiveness in the delivery of customer service. (1.6)
Type your answer

There are various ways | monitr customer service delvery. The main method s our daily mesting o discuss the previous days sales, did | achieve
my sales target?ffnof why not? Did | achieve my waste Budget? efc. We also have weekly mesiing to analyse our weeklymonthly sales and aste
{argets. We dont use loyalty cards n our Sore. but e have a hgh evel o regular customers and our customer service desks who deal it the
majorityof any complains, keep a record of ail complaints which | monitor on a eguiar basis and react quickly ifmy depariment s involved. | also
regularly montor our wifr and face-book accountsfo See what he curtent issuss are hat are being discussed. Another | reguiary do, s visitthe
local compeiion, his could be ofher super-store o even th lacal shops|and markes fo see what is on ofer and f  efiects my business ofers

4
Please tick the box if you are happy with your answer [

17 Explain the importance of a brand to an organisation. (2.1)

Type your answer

‘The company | work for is a big Brand name, building its reputation on good quality goods and services ata very competiive price range, ofering
cheaper products rather than ofering loyalty cards and other gimmicks. The company has ifs own brand colour and offers various company
branded quality products that customer have come to recognise as good quality at a good price. The brand is important o the company as not only
is tin a very compettive market, it relies on its loyal customers who expect when the walk into any of our stores, that quality is always the same, this
is important to the image and reputation of the company

P
Please tick the box if you are happy with your answer [

18 Explain how a brand affects an organisations customer service offer. (2.2)
Type your answer

0941
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Type your answer

new rade.

By maintain a good brand, my customers have come fo expect a certain level of products o goods fo meet their needs. My company achieves this
feputation and place in the market and atthe end of the day, customers are happy with the brand which helps build up our sales base and atiract

by registering their brand to protect it being used by other companies, estabiishing a cheap and cheerful brand persona which gives it good

P
Please tick the box if you are happy with your answer [

19 Explain the importance of using customer service language that supports a brand promise. (2.3)
Type your answer

‘The cheap and cheerful approach to the market by my company needs to be mphasised by using the appropriate language such as, "We have
won cheapest supermarket award” 10 years in a fow, advertising this, encouraging my staffto promots this when in contact with customers
Encouraging my staf o sell the quality of the brand, the features and benefits of the brand to the customer. It is important that staf give a good
impression of the brand to my customers, al my staf are trained in dealing with customers, their approach, how they welcome them, how they
interact ith them to meet their needs, how they close the sale by using the appropriate language, & g. you'rs welcome or my pleasure.

P
Please tick the box if you are happy with your answer [

20 Identify your own role in ensuring that a brand promise is delivered. (2.4)

Type your answer

Really by following all the above recommendations, Checking quality of goods and services, ensuring staf are delivering a good service and
following through on any barriers to a good customer service. WWorking with staff, suppliers, management and customers to ensure the highest
quality of service demanded

‘Aflnding reguiar management and staf meetings to check on any new brand products, services and promations that needs o be cascaded o staff
and customers|

4
Please tick the box if you are happy with your answer [
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