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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	1.
   I. Training within a business is very important for many reasons. It creates a baseline for employees to show the standards and level of expectations from management to any who may feel like they are not doing enough in their role and can act as a motivational boost.
Training helps employees to all deliver the same type of service to all customers and helps to maintain a balance within a company to not create mixed reviews. Customers do not expect to call in one day for a service and it takes one employee 5 minutes by following a simple process and for the customer to call again at a later time as they may require this service again but another employee takes twice as long as they follow a different process.
Training can also be very important within a company for further development as businesses will be in competition to deliver the highest standard of service. Training empowers employees to go further and by being shown how simple some services can be, they can develop themselves and possibly go the extra mile to offer an even higher standard than what has been taught.
Training is not just important for front line staff but for all levels of management too. Managers need to understand the processes their teams are using and be able to support their teams with any possible teething problems with a new process and need to be trained to manage their teams more efficiently and be trained help their teams stay motivated and encourage teamwork to enable teams to help each other during periods where high volumes of work may occur at times of the year in certain areas of the business.
   II. Some training and development methods include; knowledge, skills, management and coaching.

Knowledge training is used to broaden front line and support staff knowledge, enabling them to answer customer queries at a higher standard. Knowledge is key for front line staff as they need to be able to provide the correct information first time to customers. Not doing so may result in an increase in complaints and effectively reducing the rating of a company. Even when providing the customer with the information first time, front line staffs lack of knowledge may cause the process to take a much longer time and cause frustration to a customer being left for a period of time without an answer. Knowledge would mostly be taught through lecture. During lectures, training can still be involving by playing recorded calls with customers and seeing what types of answers are given to frequently asked questions. Not only having the information but then understanding how to pass this information over to a customer may come of use to more front-line staff that may have difficulty explaining a process they may still not be fully familiar with.

Skills are a high requirement across all staff but set types of skills need to be known by all customer service staff. Some of these things may include how to adapt and communicate effectively with different customers, being able to provide reports to large customers about large and frequent orders, having the ability to provide a set service effectively, etc. Skills can be taught in a practical way, most commonly demonstrated with explanation given. This helps staff to visually memorize a technique and are able to repeat it. Explaining the process at the same time may give the staff the ability to slightly alter the process to use in other areas of work if they understand what exactly they are doing rather than just following the pattern. 

Management training has been found to boost the overall efforts made by front line staff to continue use of their new skills from training. Having management involved helps support front line staff with any queries they may have. Managers being trained will help the management to change behavioral patterns that will help to execute a new process to their teams by including in in their objectives and frequent questions being asked by management to track their teams progression on a new process, making the process stick with the front line staff as there would be frequent reminders. 

Coaching helps more with the development of a skills and knowledge rather than teaching them. Coaching helps by keeping staff on track and making small adjustments to make the process highly effective. When creating a new process, it is hard to pick out the exact results that will be seen and judging how well it will come in to place. Coaching can help the process come into place by supporting front line staff through the start up of a process of any difficulties they may be having or of any possible circumstances that had not previously been discussed in training as they were thought to be very unlikely.

   III. Policies and procedures have to be followed correctly to uphold the company’s reputation. Having policies in place mean the customer could easily argue if you do not provide or offer a service when it is in the policy to do so. For example, a refund policy, if the customer has met all the criteria to allow them to receive their refund, but the store refuses, no customer will take this lightly and walk away from the situation. If something has been told to the customer and there is any evidence of this, then the customer should receive it. 

Policies can be seen as a guarantee by the customer. The policies are something that must be upheld by the company and are often what bring customers in as they can have peace of mind that certain issues, they may have had with competing companies will not happen with this company. If a policy is not upheld, people will claim it is false advertising and this will create a bad view of a company.

Procedures help a business keep a balanced service. 2 of the front-line staff may both have customers on the phone dealing with the same situation. If one member of staff uses a process that resolves the situation within a few minutes but the other member of staff takes over an hour, they are not following the same procedures and customers are receiving different levels of satisfaction due to the time a business takes to resolve an issue. Procedures help a customer know that the level of service they receive should be maintained and should not drop. If the customer has a recurring issue that is not the company’s fault, the customer may be pleased with the service the first time but if the procedure is not followed by the second member of staff that helps the customer, they may begin to complain about the issue not being resolved the same as before when the customer knows for a fact it can be done in much quicker time.

Having procedures can also be a good use for training new members of staff. By having a set plan and guide that they can use, this will be of much use when they need to refer back when dealing with a query.


   IV.
	
	Strongly disagree
	Disagree
	Not sure
	Agree
	Strongly agree

	We had answered your query the best we could.
	●
	●
	●
	●
	●

	We answered your query in good time.
	●
	●
	●
	●
	●

	You were pleased with the service you received
	●
	●
	●
	●
	●

	You would recommend us to a friend or family member.
	●
	●
	●
	●
	●

	You would use this service again.
	●
	●
	●
	●
	●




2. Achieving customers trust relies on the customer service and product value. Trust is gained by people keeping to what they say. If a product says it will last up to 10 years, and the product does last that long, the customer has no reason not to believe the company and therefore build trust for them. 

Reliability of customer services is also a massive factor to build a customer’s trust. When giving a customer any kind of information, it must be true. By providing a customer with false information just so they will become temporarily happy, they will not have built any trust in this time as they are still waiting on a service. For trust to finally come into place, you must fulfil the service you offer, whether that is a full refund, a discount code, a replacement product, etc. The communication you have with a customer must be frequent enough for them not to have to contact a second time. This builds a customer’s trust as they are then aware that their query has not been forgotten about and it is being looked into. Providing communication also helps a customer believe that what you say is true. If a customer were to call in for a second time to receive an update, they may choose not to believe you and assume you have just come up with an excuse as to why the customer has not been contacted.

A quick service also helps to build a customer’s trust as they feel like someone has taken great effort to solve a situation for them rather than taking their time as if the customers query means nothing to the company. A fast service makes the customer feel they can trust the business as the solution must be something the company easily agreed to go through with, without question. A fast service is also always believable as there was not enough time for the company to panic and come up with a random excuse for the customers query.

A company that offers rewards can also be seen as a more trusted company compared to others. It shows the company believes in their products and services enough for the company to stay successful while offering incentives. Anything that can be seen as a promotion, discount or free reward can make a customer happy as they feel like they are getting more for their money, which essentially, they are but at the same time it can increase profits overall. By keeping customers happy with occasional incentives can make them a more reliable customer.

Trust can also come from having good relationships. By understanding your customer and providing the service that certain individuals wish to have can help to build the businesses relationship with the customer and therefore build trust. Some customers like to have a fast and professional service where as other customers prefer to sometimes have small conversations over the phone so that they feel they are talking to a real person and having good interactions. By providing that friendly service that makes the customer feel you have known each other over a period of time can build great trust, however other customers may see the business as being too laid back and losing trust so understanding the customer is very important.

By offering these incentives, good communication, fast service and having the correct interactions are all factors that can make a customer happy. By doing as much as you can to keep the customer happy, it makes them more reliable and encourages them to keep using your services and products, therefore increasing your profits and making the business more and more well known.
Case Study:
1. It is extremely important to show what type of customer they are aiming for. For example, if a body builder were to go to this gym and the workouts that the fitness instructor was doing was making the body builder barely break a sweat, they would not give high reviews as the services were just not for them. Where as if someone that was looking to lose weight that does not do much exercise were to do the workouts the fitness trainer is demonstrating, they may find the gym of great use to them and give really high reviews when receiving the same service as the body builder. 

By taking into consideration they only hired 1 new fitness instructor, the gym must be of small size and not offer enough facilities for all different types of audiences and makes it much more important that they show who the facilities are made to be for.

By having people of all different training classes may also be intimidating for others. If someone walks into the gym looking to lose weight and do not often go to the gym, they may be intimidated by seeing people who do much more regular exercise and in a lot better shape. The gym would then lose business from this type of customer and bad reviews may be created as it may not have been specified clearly enough for the type of people the facilities are aimed at.

The business can still gain more customers by not changing the amount of types of people the gym is aimed at. Sometimes, reducing the variety of people it is aimed at and providing much more equipment for just 1 type of customers may increase their business overall.

2. This sort of data may show what times of the day they can make most profit. For example, if the gym is aimed at a lot of middle-aged office workers, evening and early morning classes may be of better choice rather than mid-day. This can also help the business to manage their finances as they may not need as much staff at certain times of the day, saving costs by not being over staffed. By looking at the location of the gym, if it is right next to a business park, it may encourage people come for 30 minute classes on their lunch breaks which could be of great benefit to people who have to drop their kids off to school in the morning and pick them up after work.

Sometimes looking at the occupation of customers can show what type of equipment you may also need. For hands on workers such as mechanics or construction workers, they are much more likely to have better strength than office workers and are more likely to use machines with higher weights.

Length and times of classes need to be correctly placed too. If you are aiming at full time workers and the gym has their classes start at 5 in the evening, not many people will be able to attend. If the class is a little later but the class is only 30 minutes long, again, not many people will attend as they will be looking for a longer workout as they now have the time in the evening, the only place majority of people will be going after the gym in the late evening would be home. Therefore, by having a 1 hour 30-minute class to 2-hour class that starts at 7 in the evening aimed at office workers would be of great use to many people if that is your target audience.

You can use the information you gather to create time tables of classes, to know how many staff you will require at what times, when the best times for cleaning equipment would be, what times you should open and close, the intensity of classes and what level of equipment the gym will require to be successful and maximize their profits.



Student Statement:

By submitting this assignment, I confirm that this is my own work.



	Student Signature
	LIAM PATEL
	Date
	16/05/2020




For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	













image1.png
ﬁ
o R





                                                                  


 


 


 


 


 


Student Name:


 


Liam Patel


 


Student Number:


 


26641


 


Course:


 


Advance Diploma in Customer Services Level 5


 


Assignment NO:


 


6


 


 


Marking 


Criteria:


 


 


We expect the learners to write minimum one well expressed point in three lines


 


against each 


allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high 


grades for a 5 marks question.


 


For high grades use 


examples and illustrations where appropriate


. 


 


1.


 


   


I. Training within a business is very important for many reasons. It creates a 


baseline for employees to show the standards and level of expectations from 


management to any who may feel like they are not doing enough in their role and 


can act as a motiv


ational boost.


 


Training helps employees to all deliver the same type of service to all customers 


and helps to maintain a balance within a company to not create mixed reviews. 


Customers do not expect to call in one day for a service and it takes one employe


e 


5 minutes by following a simple process and for the customer to call again at a 


later time as they may require this service again but another employee takes twice 


as long as they follow a different process.


 


Training can also be very important within a co


mpany for further development as 


businesses will be in competition to deliver the highest standard of service. 


Training empowers employees to go further and by being shown how simple some 


services can be, they can develop themselves and possibly go the ext


ra mile to 


offer an even higher standard than what has been taught.


 


Training is not just important for front line staff but for all levels of management 


too. Managers need to understand the processes their teams are using and be 


able to support their teams


 


with any possible teething problems with a new 


process and need to be trained to manage their teams more efficiently and be 


trained help their teams stay motivated and encourage teamwork to enable teams 


to help each other during periods where high volumes


 


of work may occur at times 


of the year in certain areas of the business.


 


   


Assignment Cover Sheet


 


 




                                                                            

Student Name:  Liam Patel  

Student Number:  26641  

Course:  Advance Diploma in Customer Services Level 5  

Assignment NO:  6  

  Marking  Criteria:     We expect the learners to write minimum one well expressed point in three lines   against each  allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high  grades for a 5 marks question.   For high grades use  examples and illustrations where appropriate .   

1.       I. Training within a business is very important for many reasons. It creates a  baseline for employees to show the standards and level of expectations from  management to any who may feel like they are not doing enough in their role and  can act as a motiv ational boost.   Training helps employees to all deliver the same type of service to all customers  and helps to maintain a balance within a company to not create mixed reviews.  Customers do not expect to call in one day for a service and it takes one employe e  5 minutes by following a simple process and for the customer to call again at a  later time as they may require this service again but another employee takes twice  as long as they follow a different process.   Training can also be very important within a co mpany for further development as  businesses will be in competition to deliver the highest standard of service.  Training empowers employees to go further and by being shown how simple some  services can be, they can develop themselves and possibly go the ext ra mile to  offer an even higher standard than what has been taught.   Training is not just important for front line staff but for all levels of management  too. Managers need to understand the processes their teams are using and be  able to support their teams   with any possible teething problems with a new  process and need to be trained to manage their teams more efficiently and be  trained help their teams stay motivated and encourage teamwork to enable teams  to help each other during periods where high volumes   of work may occur at times  of the year in certain areas of the business.  

    Assignment Cover Sheet    

