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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 – It is very important to have training in customer service, this enables the staff to be kept informed on changes and helps the progression on the organization in keeping ahead of other companies. 
This also helps the employees stay focused and motivated in supporting the customers to the best of there ability, the training will keep them up to date on what customers are looking for in a service and help motivating by bringing the team together and giving them a confidence boost and leadership skills, knowing that everyone has the same focus and end goal. 
The mangers will also be part of the training service to develop their skills and this also benefits their relationships with employees as they are seen as part of the team, sometimes the managers will be there one training the employers but only after they have had the correct training themselves to pass it on so everyone is aware of the focus points, this is good for their coaching skills as managers are still learning all the time along with the employers. Together a company can focus on the changes and improvements and challenges they may meet along the way, identify attitudes and making them positive for there role within the organization. 
The many focus of any organization is the customers and a good organization will do any training possible to improve their performance to gain more custom and satisfied customers, as in the long run it is the customer service that brings back the customers repeatedly.
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2 – The importance of policies in meeting customer needs are that they set out expectations of the organization in meeting the needs of the customer. 
Every company has policies and procedures on how they run the organization, the employee can go to the policies for guidance on all areas of their work and establish boundaries within the work place along side the laws and regulations. These will always include health and safety to keep the employee and the customers safe, also what to do in the event of an emergency of difficult situations. It will highlight anti-discrimination and how to be fair to everyone involved and how the employee should be expected to be treated. The policies help the employee work to the best of their ability with guidance of best practice and behaviors at work, how the organization expect their employees to act and behave towards others and customers. This will guide them the knowledge of how to present themselves and have right attitude they need to support the customer with any dealing they come across, sometimes the dealings will be negative from a customer so it will outline how to deal with these situations in a professional manner and give them the tools they need to problem solve on their own. 

3 –
Customer survey 

We would like to invite to take part in our customer survey so we can continue to develop our service for you

	
	Strongly agree 
	Agree
	Disagree
	Strongly disagree

	The store easy to locate?
	
	x
	
	

	On entering the store had an inviting atmosphere?
	x
	
	
	

	You welcomed by friendly staff?
	
	x
	
	

	It was easy to find what you were looking for on your own?
	
	
	x
	

	The staff have confident knowledge on the products they sell?
	
	x
	
	

	Overall, you were comfortable with you customer service experience? 
	
	x
	
	



If you would like to add further comments please add them below, we would like to thank you for the time you have taken to fill this in.
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Case study – 

Its would be important for the leisure center to classify its customers so they know where to focus their attention most. They can check out the completion in the area and see where they can come up with offers for there customers, also by providing classes that others do not offer at the time. 
By looking at each age and occupations they can work out a time table best suited for the customers around other commitments. For example, they can offer a swimming class that is low level activity in the day time and more intense classed for example body boot camp to aim on the younger working customers in the evening when they are more likely able to attend. This will make for a more personal experience, also by looking at the age range you provide rewards and discounts, or payment plans that best suit low income earners. 

[bookmark: _GoBack]The data is useful to running an effective service they can suit everyone’s needs to create a more personal service to the customers. It will help to make everyone feel welcome and have a time table that will be set out to tailor every customer’s needs. It is also useful when promoting it will show them the area to most focus on and once, they have a focused group they can aim there attention to this area.
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