Assignment 1 Monitoring and Solving Customer Service Problems
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	Technical Certificate

Level 3
	Customer service

	Links to Retail S/NVQ


	Monitor and solve customer service problems

Promote continuous improvement

Improve the customer relationship

	Links to Key/Core Skills


	Communication 

Application of Number/Numeracy


Assignment Overview

In this assignment you are asked to analyse the reasons why customers require refunds for items they have purchased in your department/store.

What you need to know before you start this assignment

1. Your company’s policies on refunds and exchanges

2. Where written copies of these policies can be found

3. Where you can find out about any consumer legislation that covers the giving of refunds and exchanges

4. Where you can find out details of suppliers/manufacturers for the merchandise that you sell

Information that you may need

1. Daily and weekly takings for your department/store

It may be useful to talk to your manager about this assignment, and show them a copy of the tasks you will be completing.

The Assignment


Assignment 1 - Task 1 – Finding out More about Refunds

1. In this task you will be monitoring the refunds processed by your department/store.  Choose a period of time – it may be a day, or a week for example – during which you will log the refunds given.  Make a note of the item for which a refund was given, the value of the item and the reason for the refund.  The table below may be helpful when you record your findings:

	Tip: Speak to your line manager and agree the period over which monitoring will take place. If your department/store is busy, it may process more refunds, so your monitoring timescale will be less.


	Item refunded
	Reason for refund
	Value of refund

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


Assignment 1 - Task 2 – Analysing your Findings


1. Look at the reasons why refunds were given and divide them into categories.

· How many refunds were given because the products were faulty?

· How many refunds were ‘goodwill’ refunds, given to maintain customer loyalty although the products were not faulty?

· What other categories for refunds can you identify?

2. What does the law say about refunds and faulty goods? Find out about:

· The Sale of Goods Act (1979)

· The Sale and Supply of Goods Act (1994)

Prepare a fact sheet that gives ten key points from these acts. For example:

Fact One:

· It is the seller, not the manufacturer, who is responsible if goods do not conform to contract.

	Tip: Visit your local Trading Standards Office to collect information about these two acts. Alternatively, you can search the internet if you have access to a computer. A useful web site is: www.tradingstandards.gov.uk.


	Evidence hint: Attach a copy of your fact sheet to this assignment.


Assignment 1 - Task 3 - How Much do Refunds Cost?


1.  Calculate the total value of the refunds given during your survey.  What proportion of the refunds was given because the merchandise was faulty?

· Total value of refunds given:

· Proportion of refunds given due to faulty merchandise:


2. Ask your manger about the department/store takings for the period of your survey.  Complete the following calculations:

	Type of refund
	Department/store takings
	Cost of the refunds
	Refunds as a percentage of takings

	e.g. Faulty merchandise
	Department takings 15th June

£1,275
	Refunds given in the department 15th June

£76
	On 15th June refunds given for faulty goods were equivalent to 6% of department’s takings

	Faulty merchandise


	
	
	

	‘Goodwill’ refunds


	
	
	


	Tip: Talk to your manager about your calculations. Do they complete such calculations on a regular basis?  If so, what do they do with this information?


Assignment 1 - Task 4 - Finding out More about Faulty Merchandise

1. Look at the goods that have been returned as faulty in your survey. Identify the two products with the highest number of returns.

a)

b)

2. Talk to your manager and share your findings with them. From your discussion collect the information to answer the following questions. 

· Who manufactures/supplies these products to your store? 

· Is your manager aware of a problem with this manufacturer/supplier – have problems been experienced before?

· What will happen to the faulty merchandise that has been returned to your store?

	Evidence hint: Attach a copy of the notes from the discussions with your manager here.


Assignment 1 - Task 5 – ‘Goodwill’ Refunds

1. A store’s profits can be seriously reduced through refunds given to maintain customer loyalty.  In this task, you are asked to research the reasons why ‘goodwill’ refunds were given when you conducted the survey in Task 1.  You may wish to consider the following areas to help shape your thinking:
· Refunds given because customers have misunderstood product instructions
· Refunds given because staff have given misleading instructions
· Refunds given because the customer concerned regularly visits your store
· Refunds given to stop a discussion with the customer becoming heated

2. Prepare a brief report for your manager that summarises your findings. You may wish to organise your information under the following headings:
· Purpose of the report
· Background to your initial survey that calculated the value of refunds generally and, in particular, the value of ‘goodwill’ refunds
· Your research into the reasons for ‘goodwill’ refunds
· Conclusions that outline the main causes of these refunds
	Tip: You may want to include a copy of your results for Task 1 as a chart in your report.


	Evidence hint: Attach a copy of your report to this assignment.


Assignment 1 - Task 6 - Making Suggestions for Improvements

1. Having considered the reasons why refunds are given in your department/store, now think about how they can be reduced whilst still maintaining a high standard of service for your customers.  Prepare a table that outlines the product, the type of refund given, the cause of the problem and six suggestions as to how improvements can be made.  You may find it useful to use the table below, an example is given to start you thinking:

	
	Product
	Type of refund
	Cause of problem
	Suggestions for improvement

	
	Child’s sweatshirt
	‘Goodwill’ refund
	Washing instructions not followed
	Product training for sales staff to ensure they can discuss instructions with customers

	1.
	
	
	
	

	2.
	
	
	
	

	3.
	
	
	
	

	4.
	
	
	
	

	5.
	
	
	
	

	6. 
	
	
	
	


2. Discuss your report and these suggestions for improvement with your manager. Ask your manager to provide you with some written feedback. Do they think they are feasible ideas that can be taken forward?

	Evidence hint: Attach the notes from your discussion and your manager’s written feedback to this assignment.


Tech Cert Link








Key/Core Skills Link








Tech Cert Link








Tech Cert Link








Key/Core Skills Link








Tech Cert Link








Tech Cert Link








Key/Core Skills Link








Tech Cert Link











